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BACKGROUND 


This study was carried out as one of many studies which 
have been commissioned by the Task Force on Alienation 
and the National Department of Health and Welfare. A 
composite report summarizing general trends in all the 
studies will be presented in September, 1970 to the Task 
Foree: 


In particular, our group was asked to conduct the study 
reported here in the Province ofsQuebecty As one aspect of 
the alienation process it was decided to explore what 
happened to the client when he first came to the welfare 
office to ask for assistance. The thought was, that perhaps 
the initial experience began an alienation process that was 
difficult to reverse. On the other hand, perhaps the right 
approach during the initial contact reduced alienation. 

I would appreciate it if the reader would recognize the 
tentative nature of our work in this study. We operated 
under severe budget limitations which prevented us from 
exploring the intake interview in either depth or breadth. 
The study was undertaken as a first attempt to explore what 
was felt to be an important area -- the social work theory. 
It is our’hope that, from this’ tentative, first’ look at one 
area, we can project questions which merit more rigorous 
examination under a more detailed and broad scale investi- 
gation. 


We are particularly indebted to MremGilles Beausoleil, 
Department of Planning and Social Welfare, Quebec City, his 
assistant, Mr. Gilles) Picard, and Mrs Bernagrdaslaplante, Director, 
Montreal Region, Department of Health and Welfare, who gave 

us complete cooperation and were most helpful and interested 
in the results sof this study. Finally, we would like to 
single out for special mention, Miss Louise Harel who con- 
ducted the major portion of the field work under the direction 
of Mr. Lucien Savard. Her devotion to the objectives of the 
study and her creativity in working in complex situations 
ensured the value of the data which is reported. 


In conclusion, we would like to comment on the bi-cultural 
nature of this investigation. It has been a rare and valuable 
experience for those of us working on the team to share common 
concerns and research interests across two languages and two 
cultures. The sensation that some of the basic causes of 
alienation are duplicated in French Canada and English Canada 
was a particularly strong one as we worked together. The other 


happy outcome of this confederation was the realization 
that research teams, made up of people from various points 
and of various cultural predispositions, have minor dif- 
ficulties because of these differences; but the advantages 
and added stimulation of such differences far outweigh any 
minor mechanical problems which may arise. Speaking for 
the entire team, we are particularly proud and happy to 
have been given the opportunity to work together on an 
important question which spans the two cultures of our 
COUnLry-. 
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SUMMARY 


The participants in our study included 26 welfare 
recipients and 15 social workers from two Montreal 
welfare offices. The clients were chosen randomly 

from among welfare recipients reporting to the office on 
specified days for their initial interview. The social 
workers had experience in welfare work, of from six 
months to 22 years, but only one worker had social 

work training. 


The following procedure was used: 


1. The client was interviewed by a social 
worker who gained his permission to 
video tape the first half-hour of the 
interview. 


2... ALCET. Chée-oTvervirew tine -Crreinc was ques 
eLoned about Nis percep twon ‘ot "tire vole 
of the social Worker and lis perceptron 
of his own role. He was asked if he was 
satisfied with the help he had received. 


3. The client wdas'asked toreview the. tape 
of his interview with the researcher 
and to comment on incidents which he felt 
increased or decreaséd lms alvenatiron-. 
At this point, the tape was stopped and 
the researcher explored his perception 
of the incident in detail. 


4. In a separate interview, the social 
worker was asked about his perception 
of his “own “and the client's “role “and 
about the efficacy of his actions. 


5. The social worker then reviewed the tape 
with the researcher... He pointed out. when 
he thought the client's alienation 
increased or decreased and the reason for 
this. 


The video tapes were scored in terms of basic communi - 
cation elements. We compared the styles of the social 
workers and clients using norms developed by Mullen (1969). 
Ratings were made on the degree of satisfaction evidenced 
by the client after the interview. Other data collected, 
such as backgrounds. of. the worker and the client, were 
coded in the normal way and analyzed in terms of bivariate 


distributions. 


The general attitude of participants toward the study was 
positive. The social workers found particularly stimulating 


the use of the video tape recorder. 


In a comparison with Mullen's norms, the effective counsel- 
ling took up a. smali part tof the worker sclient communteation 
in our study. Silence and interruptions accounted 1or s1n4 
of the total interview time. ~In general, social workers 
were responsible for 49.6% of the talking time, while recip- 
ients were responsible for 50.4%. 


After rating all interviews we found that 19% of the clients 
were very satisfied with the interview; 73% were satisfied; 
and only 8% were not satisfied with the outcome of the inter- 
view. "Very satisfied" clients were generally responsible 
for more than 50% of the speaking time. 


We were able to confirm in qualitative terms the following 
hypotheses: 


ye The greater the congruence between the recipient 
and the, worker role perceptzon of. the recipient 
after the interview, the greater their similarity 
of perception. of i thesworker. s y,ole, 


to 


The vgreater théessatistacticnmot “tne recipient 
after the initial interview, the higher the rating 
of the social worker's ability to identify the 
problem and come to a useful decision about a 
course of action. 


or. There is a relationship between client's satis- 
faction and the congruence between client's and 
worker's role perception of the client. 


Important themes emerged concerning the complex problems 
of the welfare system. 


: Por’the récipient, the community with sits 
prejudices and pressures is his greatest 
source of alienation. 


d The clients know very little about their 
rights to receive welfare and show resistance 
to seeking assistance. 


The social- worker is an instrument of the law; 

he interprets the law and makes decisions. The 
social worker is handicapped in that he has to 

assess whether or not the client is abusing the 
system. 


During the interview, the social worker and 
recipient have to be on guard. There is evi- 
dence of real tension. Clients are very nervous 
about questions which deal with their personal 
problems. 


Another reason for client alienation concerns 
the forms which have to be filled in during the 
interview. There is a marked divergence in the 
degree to which social workers probe into the 
family background of the client. 


Social workers consider most clients to be 
temporary cases. They use the word ''depannage", 
which is. a motoring.term meaning a temporary 
repair, to get people back on the road again.. 


The social worker finds himself strategically 
in the middle of what should be an integrated 
SOC Lal SeiViice. 


Recommendations 
1. Provide clients with more information, such as: 


- printed material which tells the clients 
what information is required from them in 
order that their requests for welfare assis- 
rance can be processed. 


: basic information about other services such 
as employment opportunities, compensation 
for unemployment, regulations of old age 
pension, etc. 


: basic information about the client's rights 
and privileges under the welfare system. 


2. Re-conceptualize the public welfare function by giving 


10. 


the welfare office a central position for referrals to 
ancillary: services. 


Improve the procedure for the client's first contact 
with the welfare system. 


Improve the type of casework approach. 
Separate the "money giving" and "counselling" functions. 


Allow clients to pay back financial assistance given to 
them. 


The welfare system should be more aggressive, seeking out 
problems which are imminent rather than waiting passively 
for people to drag themselves in desperation to the welfare 


OfPi ce. 


Define, more clearly, thel-role tof *thetsocialiaworker. 


Keep to a minimum actions which add to a client's feeling 
of shame and personal self-doubt. 


Speed up feedback to applicants about their likelihood of 
Yecelvingetinancialy ard, 
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CHAPTER 1 


OBJECTIVES 


To examine the relationship between the role 
perception of the recipient and the welfare 
worker and their behaviour in an interview. 


To explore with the worker and recipient, factors 
in the initial interview which contribute to or 
reduce alienation. 


To identify the variables which promote: 
(a) Good communication 
(b) Effective problem analysis 


and decision-making 


To demonstrate a procedure for improving 
problem solving and interpersonal skills of welfare 
workers. 


PROBLEM DEFINITION 


CHAP TER, kel 


PROBLEM DEFINITION 


Before we can study client alienation we must attempt 
a frame of reference. The meaning of the term 
alienation has become increasingly elusive as the 
term has been used more frequently. Robert Blauner 
describes alienation as comprised of four dimensions: 


1. Powerlessness 

2. Meaninglessness 
3. (Purpose lessness 
4, Self estrangement 


For our purposes, ooking at. “the cliént's relation- 
ship with the Department, we will confine outselves 
to the, first three... «Relating these terms to this 
relationship, a- client who is alienated feels: 


1... No, control over this actions, wuthan, "eve 
Department. This can generalize to 
the feeling that the Department has com- 
plete power over his ‘life, ‘and that! he 
himself has lost this mandate. 


2.) That the as not? part: oO mie. overa kL 
process. He is only an unimportant 
part Of the Department. if diisiiexistence 
has no meaning for the Department. 


3. That his goals are not the same as 
those of the Department 


The interview between the worker and client is the 
basis’ of "the clrent™s'perceptrens tot "the Department . 
More importantly, it is the source of a client's 
self-image; it leads to perceptions of how the client 
views himself as a person. This relationship should 
be examined intensively. 


The assumption of this study is that when a client 
comes to the Department of Welfare his initial 
contact in terms of: 


io > roles perceptron 
2. the way the interview is conducted in 
terms of: 


ZN communication 


b. methods of problem 
analysis and decision 
making 


will have an effect on degree of alienation experi- 
enced by the client. 


It is necessary to review recent literature regarding 
the importance of the client-worker interview. Much 
has been written about the first interview but more 

in the therapeutic setting than in a welfare assist- 
ance setting (Aronson and Overall (66); Overall and 
Aronson (63))-. The expectations that the person 
brings to the interview were found to be correlated 
with the success of a series of interviews (Heine and 
Trosman). Generally speaking, when there was a 
mutuality of expectations there was a stronger likeli- 
hood of success. as defined by, continuance of mreatment 
(Thomas and Polansky). We intend to ask the client 
and. the social worker to describe their roles after 
the interview. It is predicted that the greater the 
Similarity of role perception the greater the client's 
satisfaction after the interview. 


To summarize, there has been considerable work in the 
area of therapeutic interviews between client and worker 
and factors leading to. the success of an anitial inter- 
view. Little work has been done in the area of meeting 
the client's material needs in the first interview, 
probably due to lack of interest and the difficulty in 
measuring success. 


Much, research has been conducted concerning the 
classification of communication in the interview. Florence 
Hollis made the major contribution to the casework 

process classification. Her classification takes into 


account specific purposes rather than eventual out- 
come. Rather than the global distinction between 
Support and clarification she devised more specific 
categories for smaller units of data (clauses). 


The new classification has six major categories 
which purport to be exhaustive, mutually exclusive 
and of equivalent generality. Her major categories 
in the casework process are: 


sustainment 

direct influence 

ventilation - description - exploration 
reflection on person - situation configuration 
reflection on personality patterns 


reflection on early life 


Ventilation - Description ~_ Exploration 


The commonest category for communications between 
caseworker and client proved to be the combination of 
ventilation, description and exploration (40% of the 
worker's communications). Within this major category 
the distinction between thought and feeling could not 
be applied to the data with any consistency. Yet the 
old classification had included tension release (Venti- 
lation) with the supportive techniques while information 
giving (Exploration) was thought to contribute to 
clarification. This is a striking new departure dis- 
carding old misconceptions in response to the realities 
of the communications between caseworker and client. 


"Often we could not tell how much ventilation 

was oceurring as the eltent descrtbed a situation. 
Some clients are vivid and others 'cool'. fhe vigor 
with which something ts described may or may not 

be a measure of the ventilatton the telling 

provides the client. Certainly, from the worker's 
side, the same words frequently can be used to 

evoke either description or venttlation." 


Reflection (On Early Life, Personality Patterns and 


Current Person-Situation Configuration) 


The three reflective categories account for much of 

the communication but vary unequally among themselves. 
Intrapsychic functioning and genetic themes have occu- 
pied a special place in casework ideology and it had 
been expected that reflection on these would occur 
frequently in some cases and hardly at all in others. 
Both of these expectations proved wrong in analysis of 
the first five interviews of marital counselling cases. 
In general, reflection on personality patterns and 
early life account-for less than. three per cént ort the 
worker's communications to the client, and less than 
five per cent of communications both ways between 
worker and client. Although such reflection occurs 
infrequently, ‘1t does occur in allucases:. Hollins de- 
scribes these occurrences of thinking about dynamic 

and genetic factors as "episodes" which are "followed 
by return to the person-situation configuration as soon 
as the new understanding has cleared the way for better 
perception and handling, of current affairs. 


Her most mecent Sapgestionis that: 


"When understanding of personality patterns 
and dynamics and thetr derivations ts needed, 
only brtef consideration of the material may 
be required, provided a firm basts has been 
tatd tn thoughtful constderation of the 
details of the elient's day-by-day responses 
to Life events 2" 


Sustainment and Direct Influence 


The new classification divides psychological support in- 
to two major categories, sustaining procedures and direct 
influence. This major change raises the important 
question of the relationship between sustainment and 
influence, a question which is developed below. These, 
incidentally, are the two categories which apply only. to 
the worker's but not to the client's communications. 

The code distinguishes four discrete sustaining procedures 
and five or six degrees of influence. Direct influence 

is treated as a continuum but there is no suggestion 


about how the different types of sustaining procedures 
are related to each other. 


Hollis' new classification of treatment process has 
made it possible to apply scientific content analysis 
to the communications between caseworker and client. 
Hollis and her associates have made productive use of 
the classification and have made an important contribu- 
tion to professional knowledge. 


E. J. Mullen who used Hollis' classification recently 
(1969) published the norms for casework communication. 
Therefore, we used Mullen's method for analyzing the 
communication in this study. From his six casework 
communication categories, we have adapted the following: 


an Sustaining 
Di,» Gigect ant lence 
c. ventilation - description - exploration 


rae reflection 


Mullen shows that worker style creates the largest 
variation between types of communication used. 


Oxley suggests that overconcern with economic help on 
the part.of. the social worker may, lead to client depen- 
dency. Such overconcern with economic matters may 

also cause a barrier to communication and the client's 
perception of the problem may be ignored. We examined 
these relationships. 
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CHAPTER III 


PART 1 SUDPe cts 


The research was conducted in two Montreal welfare 
offices: 


- Montreal Nord -12 recipients 8 workers 
~~ Longueuil, .- 4 eveciplents oJ.workers 


We proposed to study 30 clients, but because of re- 
fusals ard technical ditficulties we) were able. to 
analyze only 26. 


The clients were chosen randomly. That is, their 
names were ''picked out of a hat'' from all those 
reporting tothe office that <day,for, their inkezal 
interviews. 


A-pilot»sstudy was begun on.June. 2, 1970... After revis- 
ing the procedures, a written manual was prepared 

wha Che pavesthe field stuart expiicit unstructrons, abouc 
collecting and coding the data. The research 
assistant, Miss Louise Harel, spoke French through- 
out the study. All data was collected and the video. 
tapes analyzed by July 30, 1970. 


Clients 


They extended from a self-possessed, confident, normal 
working man who had broken his arm or had a temporary 
set back, to the abandoned, pregnant girl with no 
money and many debts who had been thrown out of her 
parent's home. (See Appendix A for a case by case 
description). Thirty per cent of the clients were 
employable. The average age was 24 years, and the 
median education was between Grade 10 and 11. 


Vi 


Their reasons for asking for welfare assistance were 
strongly financial. 


Social Workers 


Only one social worker out of 15 had social work 
training... They ranged im age; from 25> ta GZ years 
but no social worker fell into the age range 35 to 
45 years. While experience in the Welfare Depart- 
ment ranged from six months to 22 years, for many 
older social workers their present job was a second 
profession. They had done other work prior to 
coming to the Department. 
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PART 2 Procedures 


Video Taped Interviews 


Clients who were selected were met by the researcher 
and asked if they would be willing to participate © 

in a research project which was dedicated to studying 
better ways to serve clients. In all cases, the respon- 
dents agreed. The interview room was equipped with a 
video tape camera in full view of the client, who was 
asked if he would give permission for us to video tape 
the interview with the social worker. Once permission 
had been given the social worker was introduced, and 
the social worker and the client (alone in the room 
with an unmanned video camera) were able to complete 
their normal interview. The first "half-hour “or the 
social worker - recipient interview was recorded and 
analyzed. 


The Client 


After the interview the client was questioned about 
hauseperception- of his’ role and that of the. social 
worker. He was asked if he was satisfied with the help 
he had received. It is important to emphasize that the 
researcher was not an employee of the Government Depart- 
ment but was hired to conduct a survey to improve 
welfare services. Therefore, the researcher had nothing 
to do with the recipient's receipt of welfare payments. 


Video Tape Viewed and Discussed with Clients 


The client was asked to review the tape of his inter- 
view with the researcher and comment on incidents 
which he felt increased or decreased his alienation. 
The procedure was to look at three minutes of taping 
and then stop and ask the recipient to comment. 


Questionnaire for Social Worker 


Both recipient and worker were assured cf the confiden- 
tial nature of the discussion and the video taping. 

No one in the office saw the tapes other than those 
involved, nor did anyone look at the data other than 
the research group. The worker was encouraged to be 


LS 


frank and open in his discussion of his role. He 
was asked about his perception of his own and the 
client's role and about the efficacy of his actions. 


Discussion of Video Tape with Worker 


Later in a separate session the researcher reviewed 
the video tape with the social worker in the same 
manner as had been used with the recipient. Every 
three minute burst was explored and he was asked to 
point out when he thought the client's alienation 
increased or decreased and what he thought were the 
reasons. At the conclusion of the tape review the 
researcher had a general discussion with the worker 
about the system and procedures of the Department 
and their effect on alienation. These answers were 
recorded verbatim. 
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PART 3 Analysis 


The video tapes were scored by the research assist- 
ant in terms of basic communication elements. The 
number of words spoken by both the worker and the 
recipient per minute were counted, using norms 
recently published by Mullen (69). We compared the 
style of the social worker and recipient in this 
sample with norms developed in the United States. 
The number of seconds of silence of both parties 
was used as an indicator of passivity. Causal sen- 
tences (that is, those that begin with because or 
have some cause-effect implication) were coded. 
Ratings were made on the degree of satisfaction evi- 
denced by the client after the interview and the 
worker satisfaction was rated in a similar way. 


Other data collected such as background of the worker 


and the client were coded in the normal way and ana- 
tyzedsin terms of bivariatesdistribucrons. 
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PART 4 Evaluation of the Method 


The social workers found the methodology stimu- 
lating, particularly the use of the video tape 
recorder, There*is a certain®* positive aspect: ko 
research in that it breaks the routine and also 
Suggests-to people working in the particular 

office that the people at higher levels are "inter- 
ested in them."" Many social workers have suggested 
that a video tape recorder could be used for 
Studying the interview process. In their opinion, 
they could learn most effectively from reviewing — 
examples of their own interviews. 


The possibility of seeing a real interview on a 
video tape recorder which could show them their 

own techniques and processes was the main reason, 

in the opinion of the researcher, for their general 
acceptance “Ol “Our research project., UP ents wore 
interested to see thmselves on video tape as well 
but their attitude was less professional. ‘Their 
pleasure was almost childlike, seeing themselves ''on 
T.V.'', and some even asked if this would be shown 

on television. The social workers ‘appeared to ‘be 
made more nervous by the tape recording. Perhaps 
this was because they considered the video tape 
recording ‘to be ‘similar’ to’ a* performance rdespive tne 
fact that they were informed this was to be confiden- 
tial and no one but themselves and the client’ ‘would 
review tie" tane. 


There was greater interest on the social worker's 

part in “describing the "case and attempting to “analyze 
the relationship when reviewing it with the researcher. 
At the time of the interviews the social worker 

seemed more interested in getting through the inter- 
view and collecting the data rather than dealing with 
the client and therr relationship’. 


As “a point "of poltcy , “Cl reirts’ Were not ein vormed “dlTin g 
the initial interview if they were eligible for 
welfare assistance. They often asked the researcher 
to help them with their demands. Sometimes clients 
cried after the interview when discussing it with the 
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researcher because they did not know what was going to 
happen to them next in terms of their request for 
assistance and their desperate financial need. 


The impression of our researcher, (who was French 
speaking and comes from a French-Canadian family of 
several generations) was that the English-speaking 
recipients were more active and aggressive in their 
demands for what they considered their rights than 
were the French-speaking recipients. However, no 
clients blamed the social worker for lack of infor- 
mation about their eligibility. In general; clients 
were satisfied with the interview. 


Difficulties Encountered During the Data Collection 


This study was conducted at the time that intermittent 
postal strikes were being carried on. The effect was 
that many recipients came to the welfare office for 
their cheques. The welfare office and the system in 
general were overtaxed by these additional demands which 
made it. difficult, for social: workers to keep appointments 
made with our research team. Added to this, the study 
was made during a popular holiday period and there were 
greater;.changes, an both, client plans, and worker plans. 
All these problems tended to slow down the progress of 
the data collection. 


The translation of the term "'alienation"’ gave us some 
difficulty and we were forced to eliminate this term 
from the questionnaire. Mr. Luc Martin suggested using 
the following expressions; '"géno-mal a l'aise", "im- 
‘puissance," "embarassé" These seemed to better fit 
the French, condition... The word "alienation" is not 
generally usedijin, Quebec. .Clients usually used the 

word "impuissance' (powerlessness) when describing their 
feelings. 


In the design of the questionnaire we did not leave 
enough space to record the answers to the last question, 
"How could the welfare services be improved?.'' This 
question brought forward a great many comments and sug- 
gestions, from social workers in particular, who were 
concerned about their work and eager to discuss the pro- 
blems, challenges and opportunities of the system. The 
material was collected on extra pieces of paper but it 
seems important to comment at this point that among 

the professional staff there was a willingness, even an 
eagerness, to be involved in discussing ways to improve 
the system. 


ey 


ra gaa 5 i Op ld. \". 


The Hoists £ ois hens Aik ron me : 
eee reels = _ Z 7 ie aoe a y he. 7 


L 
a 7 
cs 


ie mplely Heth ig ayo: ai a 
eS aM > hem, dn de fiat oten~ mag: POLES. 


‘. 4 ee onesie CPR pote ednatdared. 7 re -~ a 
my i oe duce 2.) ta¢ lacie 3 fone 2e@k ean.” = 
‘ va ia ep. aro: . 


ane ce, Suptaionnit 


fing Dee. 


Lee basset inti “eee 


Be Gi Vent cadet ina bear rips, Wee td: 


Pek a, 
a ‘eran! = ae tet on ~ fe - 
a , ay + fi . ‘ "Hive of = 
a a aah ay : : at 
Se >) B,. Povsag- Si thet hou Your aeugiten 

ie Fr ~ a 1 + | ’ - Keri i vega , ae , : Me ANP v4 ft, 7 : - ‘ 1 
fake , : 4 ; ; ae i. y ae 7 + A - ee 7 . 
; ba & We By Retlarcion. teatera- “ee oupeet: pebera fp mtn 

eee ee PS ie a Per a 4 . ‘ : et Sere ae : 
i hey 7: oa * Ld cer a ne - [ e - wees >. as qe .* j 

pi Sana x : Tite , > <€ a ._- a 7 
ae ,; | Pree = Sens wy. Cee ee 
ee os i —_ <4. ao ¥ \ So Ae S 
ae Bo Re Lecce ©antern~ (oe aad eee ie 


"A 


boxe nip aE, nig arty Siig ee ee se ~~ ae 
y : 7 
a jee Gotence in the sites ruse £93 ada id * eae o oo 


re 2 "ee technics ls 
.. - & - > 
C= : ar ; =! = 
‘ * Vy mae 
hed ; 
: Py aie ; 
oe 7 
=, “ a 
ei >s 
; P| 
: 


- ; ; ¥ » . 
paket edgy ny 
es ira * ee 
(rene Tot see anes 
ape Lg tae! ree ine wie) ah oe ' 
‘vo Tae ‘peer wort rs ji oe 4.5) dao ja 
SRT TOY ND: a oh “At herdy ie yaa MK & ¥ sth Ad. 
werk patie ts Ley wn Aer “eraast. <p) rea ee 
SE yeh Skat dow ae eis 


ry ‘oe he ye wh a. Ti fy es sehen ae rial 
eo ae ee aes de hay cares 4 
Meporerrrariec) foe ty 
yer tig ee ae tS aiere 6 is 
cpm eWide tj , ss ee ‘hep thege.. 
“ in ok Mase 
} ; L pe ee ia TO EL | Ag 


. ay oa aoe hay odie Cd 
haat } | ai ert ct ty. a3 ar ane 
* vie Pa a tenant a — 


a , _s 


= 
Z a ia 
£ F iA ( ' y ; has , & fF e 


ft in tere abana re, . 
aie mee Tas ge Sat 


he 4b CAVA LT | Py tite 
: Pian a oh “oes pans “sade egal aie ie | 
a a ore 1 oR Mode eeang’ Poy ape ae ; 
. uty! | ry" t hay tha bette med stabs as. ae 
Liye iA ae ee tacts 1 " sty 
ae any ay Thana alien den sibs thd os ie 
' i= f = bi wie Wei Wits if aie ae a a a We 
dye) ‘el juratigrnae te, ae ‘a = 
ve te “he pete Aha: apswers to the. ey th 
. Ly tw we dere servicer. Ba. fa pple le i . 


4 ¥ Vays i? ied sl utne 7 ee PT 


rey via, ties pba), “watthe ve 
cs jormeat thedt Mare, andi ath far an 
bc, bel lemieas and epee meets 


vw 


; ! HB 4) COLA: ‘toed on @Xb ea: 
seems (@peetaat Lo ceument at.this “pas 


ve 


thay ‘ieovionel stats theve wes a Willi 
cateqen, to de then ived an brsaer ics 1x 
te eee, awe 
—, — ; Ue 


¥. fans 
y IST 
U <2 


aa ao 


CHAPTER IV 


FINDINGS 


Comparison to Mullen's Study 


The Hollis typology has stimulated research for a 
decade, influencing many studies. 


Mullen used this. typology. in his. study examining one- 
half of the dialogue between the worker and client, 


namely the communication of the worker. 


"While slight 


vartation in definttiton may exist, these six types 
of procedures are those considered by.most theorists 
to be baste to the casework counselling process." 


They 


Ce 


Ba 


are: 
Sustainment 
Direct Influence 


Ventialation-Descrip- 
tion-Exploration 


Person-Sitation- 
Reflection 


Reflection Concern- 
ing Personality 
Patterns or Dynamics 


4 


Reflection Concern- 
ing Early Life 


"T understand how 
"You should go to 


"How dtd you feel 


"How old were you 


"Your redetion to 
unexpected." 


you feel." 


the elinic." 


about tt." 


then?" 


him was 


"You expect others to mis- 


treat you." 


"You and your father avoided 


each other." 


The balance in the interview(7.3¢) was coded as inaudible 
or technical. 
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In this study the Hollis-Mullen typology has been 
used despite the different conditions in the test 
interview which Mullen studied. Mullen's cases 
dealt with family counselling, with emphasis on the 
counselling rather than on the economic or monetary 
side. Ours were intake interviews in a welfare 
office. We combined the three types of Reflection 
in one category. 


By using the same typology we were able to examine 
deviations in our interviews from the norms 
discovered by Mullen. 


DISTRIBUTION OF COMMUNICATION CATEGORIES 


LL SE——S———eEEEEE——EEE—ESESESESESEESE—————————————— EEE 


COMMUNICATION 

CATEGORIES MULLEN _ QUEBEC 
Sustainment a7 Sa% 
Direct Influence Det ‘4129 
Ventilation-Description-Exploration 5678 6536 
Reflection (combined) 47.9 PO2Z 
Inaudible/Technical Lies On 


The average number of propositions (per time period) 
in Mullen's work was 197. 


The average number of propositions (per time period) 
in the Quebec study was 132. 
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In comparison to Mullen's norms, we find the greatest 
differences in the two following categories of 
communication: 


- Ventilation-desciption-exploration, 
which represents the greatest part 
of social worker-reciptent interviews. 


- Refiection, which in the Quebec study 
is about one-third smaller than in 
Mullen's norms. 


"The procedures tdentified as sustainments, 

direct influence and ventilation-descripttion- 
exploration are assumed to rely upon the stren- 
gth of the worker-client relattonshtp to achteve 
thetr effectiveness. Reflection on personality 
patterns or dynamics ts commonly considered to be 
at the core of counselling concerned with develop- 
ment of self-understanding." 


When we try to examine the differences between Mullen's 
norms and the welfare interview, we must still be 
aware that we study the initial interview (intake) of 
the client who has financial as well as counselling needs. 
Despite this fact, one wonders if this interview has 

too much business character. A low percentage of 
"reflective'’ communication suggests that effective coun- 
sélling took only a smail part of worker-client 
communication. 


We can assume that in this type of worker-client 
interview little communication at a personal level 

occurs because workers are too busy with forms and facts 
concerning the economic assistance. Is this a good 
thing? ° Does it’/increase alienation of the (client ] (We 
will look at other data to try to answer these questinvns. 
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Description of Interview 


The average length of interview was 23 minutes repre- 
senting three basic categories: speaking time, silence 
and interruptions. The total time spent on individual 
interviews varied, ranging between 11 minutes and 35 
minutes. We note that the average utilization of this 
time, in terms of its efficiency under the above cate- 
gories, is as follows: 


Spoken time -h868233%0f Total’ time 
Silence “On Z8N74" O£ “Kotalotime 
Interruptions - 3.0%° of total® time 


The distribution of the amount of spoken time, which 
might be conceived of as a measure of efficiency of the 
interview, is given in Table 4.1. Whether or.not this 

is a valid measure of efficiency (since mere talking does 
not guarantee resolution of human problems) we must be 
impressed by the variety of utilization of the interview 
time for interaction, between the social.worker,and the 
client.’ After) reading«their statements .2t as wevidentathat 
this period of silence (on the average, almost one-third 
of the interview) was utilized primarily by’ the social 
worker filling out forms. It appears likely that the 
client: would bewembarrassed, “satting idle for ssuchaa 

large percentage of the tame. =Some clients, in fact, men- 
tioned this. Interruptions were generally caused by 
telephone calls. Even the most elementary book on 
business methods singles out the discourtesy and harm done 
to building up rapport if an interview is interrupted by 
telephone calls, or people coming into the office. Some 
of the offices where data was collected had a rule that 
telephone calls were not to be put through while the 
social worker was interviewing a client, and it would 
appear that simple operating instructions might help to 
improve the alienating effect of the initial interview. 


It is also possible to examine who talked most during 

the interview. One might expect that the social worker 
would dominate the interview and the more passive client 
would, therefore, have a much smaller proportion of talking 
time. An analysis suggests this is not the case; in fact, 
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there is very little difference between the client and 
the social worker in this respect. Social workers 

are responsible for 49.6% of the talking time, while 
recipients are responsible for 50.4%. ‘As outlined im 
columns 3 and 4 of Appendix B, there is a variation in 
the relative amount of talking time of social worker 
and recipient. The relationship of this domination to 
the client's satisfaction will be explored when hypo- 
theses to the study are tested. 
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Exploration of Four Hypotheses 


As part of our study plan, we set out four hypotheses 
which we hoped to confirm or. reject as part of our data 
analysis. Due to the smali number of interviews col- 
lected and the several categories, plus the dispropor- 
tionate number of respondents in all categories, it 

was impossible to test these hypotheses statistically. 
There is, however, substantial evidence to either sup- 
port or reject some of these hypotheses... We will describe 
each in turn and the evidence which we have been able 

to obtain tojeither, confirm om reject then. 


Hypothesis 1 


The Greater the Congruence Between the Recipient 
and Worker Role Perception of the Recipient 
After the Interview, the Greater Similarity of 
Perception of the Worker Role 


In Table 4.2, it is evident that in all cases where there 
is congruence between the recipient and worker role per- 
ception:of the rectpient, there 1s congruence in the/ role 
perception of the worker. This refers to the first row 

of the, tabie. . In the*second row of the table tie te 
ponderance ofpthe evidence, 1s il support CL tie ny pO clesis . 
In four out of five cases, where there is incongruence 
between the role’ perception of client by worker and recip- 
ient, theré 1s congruence in role perception of worker. 
A.detailed breakdown of these perceptions is contained in 
Appendix C. Due to shortage of funds it was not possible 
to develop an inter-rater reliability index. However, 

from the data presented in Table 4.2 there seems to be 
justification for the hypothesis that if both worker and 
client share the same perception of the client's role there 
is good likelihood they will share the same perception of 
the worker role. 


Hypothesis 2 
The, Degree’ of Client's Passivity During the 
Interview Will Be Negatively Related to His 
Satisfaction with the Outcome of the Interview 


We rated all interviews and found that 19% were very sat- 
isfied with the interview; 73% were satisfied and only 
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® were not satisfied with the outcome of the interview. 
In the final section of this chapter we will discuss the 
general happiness of the client in terms of the reception 
he received at the Welfare Department. Suffice it is to say 
here that most clients, when questioned by a researcher 
after the interview, were satisfied. 


The passivity of the client is measured here in terms of 

the proportion of time used by the client in speaking, as 
compared to the proportion used by the social worker. Thus, 
the amount of silence during the interview did not contaminate 
these results. We assume that if the client was passive he 
would utilize half the speaking time. 


The results of this analysis are shown in Table 4.3 where 
the proportion of time above and below 50% is compared with 
the client's satisfaction at the end of the interview. This 
table suggests a definite trend in support of this hypothesis. 
"Very satisfied" clients generally talked more than 50% of 
the speaking time; while all "not satisfied" clients spoke 
under 50% of the time. However, the numbers in the cells of 
the tables were tco small to test statistically. It would 
seem important to allow the client at least half of the air 
time if he expects to bring about a positive attitude 
toward his definition and resolution of this problem. 


Hypothesis 3 


The Greater the Satisfaction of the Recipient After 
the Initial Interview, the Higher the Rating of the 
Social Worker's Ability to Identify the Problem and 
Come to a Useful Decision About the Course of Action. 


We found it impossible to test this hypothesis due to the 
situation peculiar to the welfare office in which we conducted 


the research. 


The major reason for clients coming to the welfare office 
of course is to obtain financial assistance due to unemploy- 


ment, illness or pregnancy. They ask for financial aid 
usually on a temporary basis. (In fact, 12% of the clients 
in our study asked for only an interest-free loan.) The 


attitude of the social worker is consistent with the perception. 
They think mostly of solutions in terms of granting temporary 
financial assistance. This severely constricts the social _ 
worker's scope for decision-making in terms of course of action 
open to him in solving any person's problem. Added to this, a 
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few clients have personal problems. It is obvious from 
reviewing the tapes that most clients want to talk 

about their "situation" and are more satisfied with the 
interview when a social worker shows interest in, and 
sympathetic understanding of their personal problems. 
However, the fact remains that to them the agency 
primarily must make a decision to either give or not — 
to give them money. Since the major characters in this 
drama, the worker and the recipient, usually. share the 
same perception of what they are there to do, and this 
role is narrow in terms of what one might imagine 

would be done by referrals, personal counselling, advice- 
giving, information giving, etc., we found it impossible 
to develop a rating scale which would give any degree 

of usefulness to decision-making or course of action. 


An example might help to explain the difficulties we 
faced in making these ratings. A client presented him- 
self to the interviewer, explained his story and was 
pleasedewith; the,resultssof. this,interyiew. ,.When swe ex: 
plore what went on, we find that he would have liked 
advice on his,relationship with his wite or semi-iegal 
matters such as a lease on an apartment. As in almost 
all casesyothe.social worker.did not give.the client 

an answer as to whether or not he could give him fin- 
ancial assistance; but the client left the interview 
with the definite impression that the major problem 

was, to be defined’ in terms of temporary fineancrat=as— 
sistance, and the only question was whether it would or 
would not be granted. He expected to hear about this 

in a number of weeks. Other cases also expand on the 
point that most people come to the welfare office for 
money, and most social workers in the welfare offices 
see their role as being confined almost exclusively to 
making decisions about giving money within the limits of 
legislation. (See Appendix A for a description of each 
of, the. cases..studied)....Whether, or not. this ’1is_ too. narrow 
an objective for the Welfare Department, will be dis- 
cussed in more detail in the next chapter on recommen- 
dations for future studies. 


Hypothesis 4 


Congruence Between the Client's and Worker's 
Role Perception of the Client Will Be Posi- 

tively Related to the Degree of Client's Sat- 
isfaction at the End of the Intake Interview 


Our results as shown in Table 4.4 suggest a positive 
trend although again the data does not permit statistical 
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evaluation of this hypothesis. There does seem to be 
evidence that if the client and worker agree on the 
client's role, there is greater probability of client 
satisfaction at the end of the interview. On the 
other hand, this may be a superficial test of the hy- 
pothesis in that, financial problems are presented 

as the major reason for the client's first visit to 
the welfare office. It is not very difficult for 
social workers to share with the client a similar 
opinion of his problem. This is documented by the fact 
that in 81% of the cases studied, there was congruence 
between the worker and the recipient in terms of 
perception of the client's problem, as it was generally 
one of need for financial assistance. 


In this respect, our detailed analyses of the cases 
Suggest that two basic types of client problems are 
presented to the welfare office. The perception on the 
part of both social worker and client seems to facilitate 
these two categories: 


A. Strictly financial problems. 

Bt Financial plus personal problems. 
By looking at four mutually exclusive types of relation- 
ships between role perception of the client and the 
client's satisfaction, we begin to understand sources 


of alienation in the intake interview. 


1. Client and worker consider the client is 
having strictly financial problems. 


| CLIENT'S SATISEACTION 


ROLE [a TRPE, OF Sc ery | 
PERCEPTION , PROBLEM |Satisfied (Satisfied 
sa aeeeneien senennnememnmeeneimeiiaaateianath ea a” Tr Cate area — vraiRi ” 


ceases. 7) mr. 


Congruence Feber) 4 15 


\ 


In the summary above, we note that the very 
satisfied clients have financial problems on 

a temporary basis. For them the Welfare De- 
partment represents the best and most honest 
type of finance company. They are generally 
not ashamed of coming to the Welfare Department. 
For example, one client was temporarily laid- 
off but his employer promised him early 
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re-employment. He, therefore, came to 
the Welfare Department for money to tide 
him over. Other clients asked only for 
interest-free loans and expected to pay 
them back. | This.,by the: way) 15, a0 
interesting alternative which the Welfare 
Department might consider as a method 
to help people who have temporary fin- 
ancial difficulties, with a minimum 
amount of alienation. Another example 
was an older woman who was waiting 

for her old-age pension but, in the 
meantime, asked the Welfare Department 
to provide financial aid. 


In these rather uncomplicated situations, 
it appears that the Welfare Department 

1S doing Its! best. job? and) thats Teciplents 
are well satisfied with the type of 
service. piven. 


2. Client and worker consider the client 
as having financial and personal problems. 


; : IE 
ROLE : TYPE OF Very 


PERCEPTION PROBLEM ‘Satisfied:Satisfied seat en TOTAL 


} 

Congruence Financial, 
& 1 | | 

Personal | 

Problems _ 


This type of inteérvaeweis ;characterazeda by 
higher reflection in the communication cate- 
gories of Mullen, and perhaps would be 

seen by social workers as more typical of 
casework interview. 


In analyzing the two cases outlined above, 
the fact that the client was aware, or 
could accept his personal problems were 
factors in his financial problems, was 
critical; plus the willingness of the 
worker to deal with personal as well as 
financial difficulties. Note that this was 
a relatively infrequent occurrence in the 
cases we studied. 


"| 


3. Client considers his problems as strictly 
financial--worker perceives client with 
financial and personal problems 


———————— a Rips ae Tie, 2 aaa 


| CLIENT'S SATISFACTION _ 
ROLE [TYPE On. Vt. glenea ea eon oak eal 


ot 
PERCEPTION  ; PROBLEM SatisfiedjSatisfied!Satisfied| TOTAL 


Incongruence Financial} 
' 


|Personal| 
4 


There is an incongruence between client and 
worker perception of the client's financial 
and personal problems. There tends to be 
léss “client. satisfaction... .ln thus. eae 

the worker is often characterized by the 
client as: 


"Prytng tnto the client's personal 
affatre:..” 


In other cases, the worker simply ignores 
the client's personal problems, although 
he perceives them. 


In the four cases outlined above, the 

case ofthe very ‘satistiedyvclient iis 2 
special one. The worker was convinced that 
the client had personal problems but because 
of a shortage,of time she weferred only ito 
the financial aid possible through the 
Welfare Department. The result was that, 
despite the incongruity of perception of 
social worker and client, the client was 
very satisfied because the social worker 
dealt only with that part of the problem 
that the client was, willing toi accept., it 
is. important, to note. that.poth wor the, dis- 
satisfied clients are found in these four 
cases. This leads to a further conclusion 
that perhaps dissatisfied clients are not 
bad. In. fact, it. may, De ithat the. process 
of alienation for these two people is being 
reversed by the very fact that the social 
worker is implying, through his behaviour 
and questions, that the problem is deeper 
than just a financial one. This had led 
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us to speculate on the whole question of 
causality as it relates to alienation. 
This will be discussed in the following 
section. We wish to emphasize that we 

are not suggesting in this analysis that 
the satisfied client is the less alienated 
client, although the concept of what does 
reduce alienation is a compiex one in 
terms of insight on the one hand, and 
client satisfaction on the other. 


Client considers himself as having 
financial and personal problems - the 
social worker takes into account only 
financial problems. 


Only one client appears to fall into this 


category and she was satisfied at the end 
of the interview. 
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Causal Statements 


We examined with interest the frequency with which 
clients used causal statements in their discussion of 
their problems with the social worker. The imp1li- 
cation of this analysis is that, to be able to cope 
effectively with problems and therefore reduce a 
feeling of powerlessness, there must be some under- 
standing of cause and effect with respect to the occur- 
rences in a person's life. At this most general level 
we would suggest that to be able to think in causal 
terms, is a basic cognitive dimension essential to 
coping properly with life situations. 


The results of our analysis are tentative in the ex- 
treme. We have found no other norms with which to 
compare the performance of our group but are hopeful 
by presenting this analysis, other investigators 

will follow and compare the frequency and the nature 
of the causal statements to outcomes in counselling 
and general welfare assistance programs. We found that 
on the average there was a causal statement by a 
client every fifth minute. Table 4.5 gives a summary 
of the frequency of the causal statements by the 
length of the number. of minutes spoken by the 

client. It is” difficult “6 draw? conciustons 110m 
this finding, but three aspects of these results need 
to be considered. 


1. People sometimes explain things which are causal 
by direct? statements "91 t91s witen"drt recut 
under these circumstances to know whether the 
causal relationship is consciously understood 
or whether it is just a vagary of the context 
within which the person is describing a situa- 


€1.0n7 


For example, if a client said, "I was having 
trouble with my wife and trouble holding a 

job, so I moved from my small town to 

Montreal," the coder would have difficulty 
knowing whether the client felt that these 
troubles in some way would be eradicated by the 
move. It would take further exploration by the 
social worker to understand whether or not the 
person had consciously made a connection between 
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a series of circumstances leading to marital 
difficulties, or sporadic employment in the 
person's location which could be changed by 
relocating in Montreal. But we must admit 
it is possible that such a connection could 
be in the mind of the recipient without his 
making it explicit. It. 1s/our’opinizon;that 
the very process of making such relationships 
explicit, through careful mutual examination 
by both the worker and client, would have a 
positive effect on reducing alienation. We 
will explain this position later. 


Another factor to be considered is, in the 
initial interview there are severe limitations 
for the worker-client communication from a 
problem-solving and insight-developing point 
of view. The worker is in some sense a prisoner 
of. the forms that he must; fills owt..wThas 
filling out of forms takes at least half the 
time of the interview. Therefore, if. the form 
does not lend itself, to questions such as 

"Why did you come to Montreal] and leave a 
small town?,"' the respondent is not encouraged 
to make "because" statements. 


Finally ,.thereyass another,explanation, for; the 
fact that few causal statements were found 
(if, in fact, few were found). We would have 
to have a norm estabdished, in,other, types, of 
counselling and problem-solving interviews to 
ascertain whether there were few relatively 
speaking; but it does appear from a review of 
the data that there was little attention given 
to trying to understand the relationships or 
the why's in the client’ s dife.. Perhapspethe 
infrequent causal statements made by the client 
reflect. his; tendency ,to,avoid) causal» thinking 
or his inability to frame his problems in this 
way. Perhaps for clients the world is not a 
causal but a fortuitous arena where little or 
NOsiRreewadl dl exists, 


This of course gets to a very basic philoso- 
phical issue but one that seems important 
from the point of view of alienation. If the 
client. feels that lhe has dattle controlteover 
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what happens in his life and in fact, does 

not even embrace the concept that his actions 
can have an impact on future results, he must 
feel more alienated and at sea than a:person 
who is convinced that his actions can bring 
about one or another end results in his life 
space. It would seem that the ability to 
figure out the cause of their misery..is. posited 
on the very fact that they assume there are 
causes. Some of the clients, not only in the 
Quebec study but in the studies we conducted 
in Manitoba and British Columbia, gave a 
strong impression that life goes on in a very 
mechanical way and that things "just happen to 
them."" This must give a feeling of powerless- 
ness and desperation to those who find 
themselves in unfortunate circumstances. On 
the other hand, it must be argued that because 
of their personal abilities and their position 
in the social structure, many clients are to 

a great extent, powerless. Their lack of 
ability to change things is augmented by rules 
and regulations of the welfare system and the 
way the labour market operates, as well as 
social and political mores of the community. 


However, it does seem to be important to look at this 

basic predisposition or philosophy of life of the clients, 
and the work that is done by social workers to shape this 
attitude.’ J£ Iuwere to. use aniinterview wath? atsocial 
worker to explore the elements in my life problem, I would 
first begin to sort out those things over which I have 
control and those over which I do not have control. This 
would give me a sense of reality and at the same time, 

some conviction about my degree of power in the situation. 
The next step might be to formulate a plan to carry out 
certain types of activities around those things over which I 
do have some control. This could range from obtaining 
information about jobs or training or other services, 
through to initiating a course of personal action which would 
help me achieve my goals. In all these deliberations, my 
goal should be clearly stated and I should be helped to 
enunciate how I can measure my progress towards them. This 
then would give the social worker and I an opportunity to 
review my progress and to analyze how much control and 
discretion I do have to alleviate an unsatisfactory personal 


situation. 
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While we have been able to present only the more 
preliminary data with respect to this problem, it 
appears to us, from merely counting up the ''because" 
statements in-the interviews, that the practice of 
social work counselling in the Welfare Department 
might be materially enhanced if the concept of 
causality and the very straightforward practice of 
establishing objectives and measuring progress were 
undertaken. We will deal more fully with this 
phage in one of our recommendations for future 
study. 
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General Comments 


Being On Welfare is a Sin 


The client has committed two of the greatest sins in 
Canadian society; he is idle, he is broke. There is 

no apparent difference between Quebec and what one 
might expect to find in Toronto. There is something to 
be ashamed of if a man is not working or if he is with- 
out money. There are other societies which would not 
think of poverty or idleness as a crime but people on 
welfare in Montreal feel ashamed. As several social 
workers said, 


ji 


"I think this is rather degrading for a man. 


He ts 87 and he te out of work. We must 
find htm a job soon because it ts a bad 
ERE NG! 


The previous remark documents that even the social 
workers regard living on a welfare cheque as something 
shameful. On the other hand, clients experience a 

strong feeling of powerlessness. The situation is beyond 
their control; there is nothing they can do about their 
shameful predicament. Clients share a fatalism about the 
job market. 


It is interesting that in such a predicament the client's 
hostility is directed toward the system rather than 
toward the social worker. In none of the cases studied 
does the client accuse the social worker if something 
happens that he does not like. For example, a women 


says, 


"Here I am getting less money because my 
father ts allowing me to stay at home. If 
my father had thrown me out when he found 
out that I was having a chtld and was not 
marrted, I would be getting more money." 
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Ignorance of Recipients 


There is a complete lack of information by the public 
about welfare. People come totally uninformed and 
unprepared. They do not even have basic information 
about forms required, such as. birth. certificates, etc. 
It follows that. the clients know very little about 
their right to receive welfare. 


Great Resistance to Seek Assistance 


There is strang evidence about the traumatic state of 
the clients when they arrived at the interyiew. 

They obviously felt it was a last resort and were 
desperate. One-third of the clients. were urged or 
forced to go to the welfare office by their wives or 
neighbours: They came in literal fear, trembiing. 
Sometimes their extreme level of anxiety was wisible or 
was audible when they spoke on the video tape. 


Many of the clients state for example, that’ they 

only came as a last resort, that they should have come 
Six months ago.. This complicates the social worker's 
job. There is evidence of extreme stress caused by 
delay in coming to the welfare office. This complicates 
the rehabilitation process because if the client has 
delayed four or five months, he builds up bills. He 

is ashamed of these bills, feels disorganized and this 
has to be dealt with by the worker. One feels that a 
better public information service on the part of the 
Welfare Department might bring some of these clients into 
the office earlier where counselling and small cash pay- 
ments would circumvent the build-up of more desperate 
needs. 


Welfare Worker as an Instrument of the Law 


The social worker is an instrument of the law. He 

is simply carrying out a law passed by somebody higher 
up. At the same time, if only from the details given, 

he is interpreting the law and making decisions himself. 
When he cannot give assistance to somebody, he can 

always shelter behind the higher authority, of course. 
This is a paradox of a typical situation. He is both 

an instrument and a decision:maker.’ He has to say to the 
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Claent, 


"You have the right to welfare. You should 
not be ashamed to aome here. The country 
provides this for people who are in trouble." 


But he also has to say, 


"You should not come back. You must do 
something to solve your probleme so that 
you will not have to come back to welfare." 


The social worker has to say to the client, 


"You have no need to be afraid. Simply 
tell me the trouble you are in and we 
will do everything we ean to help you." 


Then later in his private reflections to the in- 
quirer, he admits he should say, 


"Do not come back again unless tt is 
absolutely necessary." 


Reading the social workers' comments one is struck 

by the private reflections about the ¢lients' characteris- 
tics, The first thing the social worker always says 

iss 


"Mr. obutously ts notlatttar.” 


MT ofthe thet look: OF UtChts Iman, severe. nes 
going to become a chronic case on welfare." 


There must be a background of abuse, and lying if 
most of the social workers say about clients, 


"This man seems to be telling the truth." 


The assumption is there are people on weifare who 
are not. 


It is clear that the social worker is working under a 
handicap in the sense that he has to assess whether 
or not the client is abusing the system. 
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Pressures Not to Tell the Truth 


Naturally the client is aware of this situation. During 
the interview, the social worker and recipient have to. 
be on guard -- there is evidence of real tension. Ina 
number of cases this tension was. created by very simple 
and inoffensive questions such as, "What are the ages 

of your children?'' "Have you got. your social-.insurance 
number?" Two clients were apparently sent into complete 
panic by these questions and were embarrassed by their 
own ignorance. 


The client fears he may say something that might affect 
the size of his cheque. It is not the actual intimacy 

of which he is afraid. In some cases, problems need to 
be discussed at greater length but the client is wary of 
saying the wrong thing -- for good reason. For instance, 
the woman who got less money because she was living with 
her parents would have received more money had she lied 
and said she was living alone. This is why the client 

is on the defensive with regard to. personal relationships. 


It is possible for the person who tells the truth to 

come out worse than the one who liés. There is consid- 
erable evidence that the law itself (that is, the form 
they fill.out) could encourage people, to. lie... some. Of 
the more obviously alienated clients were more alienated 
for the simple reason that they had told the truth 

and had suffered thereby. Knowing other people are lying 
and getting away with larger cheques could retard the 
rehabilitative process. The outstanding example of this 
was a woman who admitted that her children were bringing 
in $165.00 per month. This is beyond the basic rate she 
would have received had she been on welfare. The social 
worker tried to explain, very patiently, that she was 
already getting more than she would on welfare and there- 
fore, she was not entitled to anything. The client's 
comment was, ''This was charity, not a guaranteed income," 
Perhaps her sons would get girlfriends and not go on 
providing this income; and she would have been better off 
with half that money on a secure basis. She would have 
in fact been better off because in the social worker's 
private comments to our researcher she said, "I always 
make a point of believing the clients, even if they are 
making false statements. The rates are so low, one 

could not live on them.'' More than one social worker 
said this. Assuming this to be the operating rule of 
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thumb - - 1f the woman had halved the contribution of 
her six children, she would have gone out with a 
cheque. By telling the truth, she deprived herself 
of any benefits from welfare. 


Certainly we cannot blame the social worker for 
trying to be open and generous. The fault is with the 
System. People do not have the rules clearly spelled 
out; some appear to be getting punished for not 
knowing the system. 


Resentment of Personal Probing 


Clients are nervous about questions which deal with 
their relationships with other people. For example 

a client had to telephone her employer to find out 
her social insurance number. She called her employer 
by his first name. Immediately she was embarrassed 
and wondered what the social worker thought because 
she knew her employer on a first name basis. 


Many clients are sensitive to questions about family 
life; how much they get from their ex-husband, or how 
much they get from their mother. In one case the woman 
specifically resented questions about her husband. 

She was separated; she did not want to have anything 

to do with her husband. The social worker had asked 
where he lived,had he a job and did he pay her any 
money? Perhaps the worker perceived the resultant 
tension and turned his questions to the neighbour who 
had persuaded her to come. The worker then tried to 
ease the tension by talking about life in general, pro- 
blems in their particular part of town and his own 
Situation. The client resented this and said so. While 
it was nice of the social worker to talk to the 
neighbour, it was her own case that was being discussed 
and not the neighbour's. So the worker could not win -- 
if he probed, he was being indiscreet; if he kept his 
distance, he was not showing interest. 


We find.a marked divergence between social workers in 
the degree in which they do probe into family back- 
grounds. They made contradictory statements about this 


tricky sissue? 


"T always try to get a pteture of the family 
background because this enablegme to arrive 
at a proper judgment and posstbly help the 
evtent.” 
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Another time the same worker will say, 


"This had nothing to do with the case and 
I did not want to get involved in that, 
so I changed the subject." 


One example of how difficult it is to handle per- 

sonal information was afforded by the victim of a 
murder attempt who was still full of bullet holes 

and could not work. He came along and naturally 
wanted to tell his story, which had been in the papers. 
He was very offended because the social worker did 

not seem at all interested in the gory details. The 
client felt that the worker should know the background 
and details about the people who tried to shoot him. 
The worker simply changed the subject and said, 


"As soon as I knew he could not work (tt 
was evident that he could not) that was all 
he needed to tell; I dtd not have to know 
anythtng about who had shot him and why." 


Perhaps part of the resentment around discussing per- 
sonal problems arises because the value.system of the 
social*workereisSat varianceswath! theiclientis 4). For 
example, two clients who had various forms of family 
difficulties came up against a worker who felt that 

the families ought to be closer knit, helping each 
other more. One client had come from a small town with 
her children but did not have a job, The worker immed- 
lately embarked on what she called a ‘'lecture' about 
the advisability of staying in a small town until she 
could find a job in Montreal. She advised her to either 
go hometo her family or to lean on her sister. 


When reviewing the tape with our researcher the worker 
said, 


"I think thts was the right kind of advice 
because we ought to ttghten these family 
bonds. I think tf anything appears ina 
survey Like this, one of the things that 
appears tn general, is that the family bonds 
for most of these people seem very loose." 
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In viewing the case one could see that to have the 
bonds tightened is the last thing most clients want; 
particularly women who are unmarried and have 
children. They do not want to be told by a social 
worker that they should go back to mother, or that 
their sister should do something for them -- they 
have a very strong sense of independence and want 

to have it respected. 


Paperwork 


Clients are very often annoyed with the forms, which 
have to be filled in during the initial interview. 

In two cases clients did not understand what the 
social worker's objectives were until they reviewed 
the interview again on the video tape. In these 
cases the forms appeared to get in the way of commun- 
icating. Social workers say they cannot do their 

job properly because they are doing clerical work up 
to 50% of the time. We have already commented on the 
amount of time which was not used to communicate 
during the interview. Presumably much of this was 
spent in filling out forms. One worker's comments 
are, typical; 


"IT know the eltent t8 wondering what I am 


wrtting down. He ts nervous already, and 
my being here makes him more nervous." 


So most of the workers say they would like to have more 
clerical staff and help to allow them to do their 
proper job of interviewing. 

Incidents of Alienation 

When we examine the 26 interviews in our study, we 
find that incidence of alienation pointed out by 
clients after the interviews has* two causes: 


de Social workers' questions about client's 
personal relationships with other people. 


2. The forms which have to be filled in. 


40 


Temporary Problems 


Social workers considered most clients in the welfare 
office to be temporary cases. They use the word 
"depannage,'' which is a motoring term meaning a 
temporary repair to get people back on the road again. 
The frequency of this word, ("depannage'') is signi- 
ficant because both the client and the social worker, 
particularly the latter, see welfare as .a.temporary 
repair job. The short term perspective of the problem 
as seem through the worker's eyes is illustrated in 
his attitude to employment. In none of the cases 

did the social worker give any advice on employment. 
When the social workers were commenting on the dis- 
advantages for the client they often said, 


"Indeed, he ts quite rtght that the job 
market tn the docks ts very bad." 


However, they never said, 


"T wonder why Mr. does not do this 
OY £Lhad. 


Many workers complained about the services offered by 
Canada Manpower. For example,one of the clients had 
taken three adult retraining courses, in the area of 
mechanics, diesel maintenance,,. driving - but he could 
not get a/job. scFrst,of abl, the! had to make <ajstate- 
ment about which trade he was presently interested in 
there was only space for one trade on the form and he 
had qualified for three. In the second place, he was 
25 years .oldsand,. could not get. the Kind.oz.0b. for 
which he had been trained because one had to be 25 

to drive a public service vehicle. The worker who 
related the story was furious, telephoned Manpower and 
asked why they trained this man three times for jobs 
they knew he was unqualified to fill. 


The result is that the social worker finds himself 
strategically in the middle of what should be an’ 
integrated,.social.service,, In,fact, it.is. simply an 
office for helping people financially on a temporary 
basis. The worker continually faces people with very 
complex problems. In some cases there are important 
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legal implications -- the woman who would like to 
get her children back from in-laws; people who have 
worked and not received their salary; a. former 
employer has gone bankrupt and the client. does not 
know where to get legal aid. All these issues 
clearly take a considerable amount of time to be 
explored. They require local as well as specialized 
knowledge. The system is just not set up to deal 
with this. 


Several workers confirmed this observation: 


"The Lack of specialized treatment - 
spectalized services - spectalized 
people tn the office. The fact that 
cases were of different degrees of 
gravity. Some demanded a morning, 
some five minutes, some were pure 
paperwork and others were fundament- 
ally complicated problems, and these 
should be treated in a different way - 
they should be flextble." 


Perhaps ‘in ‘offices in other parts cfhethelcountry 
tCnere-iss*sufficient flexibility to deé2 wi ty these 
problems in an adequate manner. But many of these 
social workers did not feel they had the needed flex- 
ibility in their office. ‘he shear demandsitor 
service often precluded flexible social work. Some 
workers had case loads of more than 400 clients. 


Despite all these problems some clients confirm, 

that this situation in welfare is better now "than 

in the past. A number of clients said they applied 
five years ago when it was much more unfriendly and 
anonymous. People filled out forms all day. Everyone 
felt hopeless. Now it is much more friendly. The 
social worker offers them a coffee or a cigarette. 


They say, 


"Well I heard some bad thtngs about 
'bien-etre', (about welfare) but now 

I would recommend anyone coming here 
rather than going to a ftnance company 

or their relatives to borrow some money." 


Social workers paid great attention to the last 
question referring to the improvement of the welfare 
system. Some of their suggestions are included in our 


recommendations. 
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TABLE 4.1 


EFFICIENCY OF THE INTERVIEW TIME 
(Distribution by Spoken Time) 


PERCENTAGE OF NUMBER OF 
SPOKEN TIME INTERVIEW 


40-45% 
46-50% 
$1-55% 
56-60% 
61-65% 
66-70% 
71-75% 
76-80% 
81-85% 
86-90% 
J1< 95 


RRM WN UWNWQADRWD de 


Total 26 
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TABLE .4...2 


CONGRUENCE OF ROLE PERCEPTION OF WORKER AND CLIENT 
AFTER INTAKE INTERVIEW 


INCONGRUENCE 
BETWEEN CLIENT 
§& WORKER ROLE 

PERCEPTION OF 

WORKER 


CONGRUENCE 
BETWEEN CLIENT 
§& WORKER ROLE 
PERCEPTAON (OF 
WORKER 


ROLE 
PERCEPTION 


Congruence between 
client and worker 
role perception 

of client 


Incongruence 
between client 
and worker role 
perception of 
client 


Total 


44 


TABLE 4.3 


DISTRIBUTION OF CLIENT SATISFACTION WITH INTERVIEW 
(Based on Client Passivity During the Interview) 


CLIENT SATISFACTION 


PASSIVELY “OR 


CLIENT 
% OF TIME VERY NOT 
SPOKEN BY SATISFIED SATISFIED SATISFIED 


CLIENT 


Up to 49% 
50% and more 12 
Total 26 


TABLE 4.4 


DISTRIBUTION OF CLIENT SATISFACTION WITH INTERVIEW 
(Based on Client and Worker Role Perception of Client) 


CLIENT AND CLIENT SATISFACTION 
WORKER 
ROLE : 
PERCEPTION VERY NOT 
OF CLIENT. SATISFIED SATISFIED SATISFIED TOTAL 

N % N % N % N % 
Congruence 5 Loo ALG 61.4 : = el $0.4 
Incongruence i Si 2 heel, fe Hioeuth 5 LOK 
Total 6 PL Pa EM. Sens 2 Jad 26 100.0 
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TABLE 4.5 


DISTRIBUTION OF CAUSAL STATEMENTS ON TALKING TIME OF INTERVIEW 


NUMBER OF CAUSAL STATEMENTS 


O=iZ Shey) 6-8 Fea L2> 44 Lo- i? 


SPOKEN 
TIME IN 
MINUTES 
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CHAPTER V 


RECOMMENDATIONS 


Provide Clients with More Information 


There appears to be three areas in which the 
provision of more information to the client would 
not only reduce his alienation but would also 
increase the efficiency of the welfare service. 
First of all, printed material should be available 
which tells clients the kind of information re- 
quired from them in order to process their requests 
for welfare. Birth certificates and’ legal documents 
about divorce are examples. 


Secondly, basic information about other services 
related to the frequent needs of clients should be 
available in a short, well-written form. This 
relates to employment opportunities and compen- 
sation for unemployment, as well as the rules and 
regulations relating to old-age pensions and com- 
pensation for injuries. 


Finally, all clients should be given basic infor- 
mation with respect to their rights and privileges 
under the welfare system. This information 

should not only be available in welfare offices; 

it would appear that a public information program 
for areas with a higher incidence of welfare re- 
quests would help sensitize people to the process 
available to them. This ‘would result in a more 
intelligent and mature use of the service and would 
make clients aware of their rights, privileges and 
the limitations of the system. Clients would be 
more in control when they appear and therefore, less 
alienated by the initial experience of applying for 
welfare. 


Re-Conceptualize the Public Welfare Function 


While this study has been limited in its perspective, 
there appears to be a basic need for a rethinking of 
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the welfare office in terms of its central 
position for refernral,ito ancillary services 
rather than a stop-gap financial aid service. 
The question that must be answered is whether 
the welfare system is truly designed to re- 
habilitate people, or whether its function 

is only to provide short-term cash with the 
hope that people will not come back. This 
second objective seems to be short-sighted; 
but a study of the two approaches to 

welfare would appear useful to assess which 
is most effective. 


In one case, the welfare office functions 

as they presently exist, would be carried 

out.) Here. clients,would, receave._ cash 
assistance if they qualified. In the second 
experimental office, a,complex, Sorting. pro; 
cess would be undertaken which would recog- 
nize that specialized services are required 

if Clue, Wenadililtatvon. is .to, Occur, sins 

type of program is symbolized by the drawing 
in ~Piguve.S.l.w.Clients, would, come’ to;,ithe 
office with a wide range of problems, and a 
case aid would meet and assist them in filling 
out an application. This application. form is 
designed to sort out the kinds of problems 
faced by the client, what he expects from 

the welfare office, and to give some indication 
of ‘hasi perception of the civent: role... Once 
the form has been completed, the applicant 

is taken to a social worker with above average 
Capabilities in terms of interviewing and 
diagnosing complex problems. It would be the 
responsibility of this worker to channel 
clients to specialized workers in various areas. 
By a skillful interview the social worker 
would be able to identify rot only the present 
problem but also latent problems (perhaps un- 
known to the recipient but important in the 
development of a. plan for rehabilitation). In 
the four boxes to the right, we present 
possible specialized services in the welfare 
office itself. People who deal with work pro- 
blems (a common reason for applying for 
welfare) and who have active and continuous 
liaison with Manpower offices and sheltered 
work situations, would effect a transfer of 
the person to an agency which specialized in 
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assistance for the particular type of problem. 
The same thing would be true of the worker 
specializing in legal problems, emotional 
problems, and finally, workers who would do 
nothing but deal with people who have simple 
financial problems. 


From our experience,’ there is” at-large group 
of people who can benefit purely and simply 
by financial assistance where educational 
counselling or specialized information is not 
needed?" Tt*issimplicit in’ this model ‘that 
follow-up and constant liaison with outside 
community resources would be paramount. 


In summary then, the welfare office is seen 

not as a stop-gap procedure for helping people 
through a difficult period, but as a diagnostic 

and rehabilitative service which sorts out 

human problems and ensures that the proper types of 
assistance (be they financial, informational 

or therapeutic) are available. 


More Efficient Administration of Welfare 


In ‘the ‘conduct ‘of thi's*study; 1t ‘was resource- 
ful. to look at the welfare system from a very 
narrow but rather intensive point of view and 

one is™left “with *the ump lacation "that those 
working in the system are working extremely 

hard in trying to be as efficient as possible. 
There’ certdinly“is no tevrdence trom our -rives- 
tigation that there are not major impravements 
being made. ’Peopléeware Lully occupied” and “in 
fact, “overworked “in icarrying jout’ their activities. 
However, the fact remains that an overall 
questioning of procedure strategies and raison 
d"*€tre ,or*the ‘we ltatese trices Yseems™ tober racking, 


In addition, there appears to be a notable lack 
of good communication up and down in the system. 
Workers we dealt with and office administrators 
were eager to talk with us and gave many sugges- 
tions for improving the system. At the present 
time, there does not appear to be an open 

avenue for collecting and transmitting these 
Suggestions to policy makers. While there is a 
constant attempt to/try to,become more efficient 
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within the present structure, there seems to be 
little doubt expressed about whether the system 

is feasible and in fact, optimal for achieving 

the major objectives. One might even question 
whether these objectives have been clearly 

Stated in measurable terms. For example, 

whether the welfare office should function as 

a rehabilitation service or a money granting 
agency. Also, the question of who should fill 

out forms, and what is the real use of the forms 
in terms of the ultimate objectives of the office. 
These are translated into less important operating 
issues but they do have an impact on the alienation 
of the client. 


We have described in the body of this report how 
telephone calls and interruptions can alienate 
people during an interview. We have described 

how the application form itself might be more 
diagnostic if the objectives of the Welfare De- 
partment were more clearly stated. It would appear 
that to spend time trying to change small, pro- 
cedural details without re-examining and exploring 
the whole purpose of public welfare would be 
wasteful. Once the objectives have been. clearly 
Stated it would seem that an overhaul of adminis- 
trative policies and procedures could follow, 
resulting in a more efficient delivery of services 
to clients and at the same time minimizing 
alienation. 


Causal Statement 


We have described in the Findings section a pro- 
mising and interesting question of whether clients 
need to be taught to think of their problems in 
terms of -relationship ,of, cause.and,effect). ,jBy,de- 
veloping a type of casework approach which would 
start with having the worker and client define the 
objectives on which they agree (thereby removing 
any ambiguity in terms of perception of each other's 
role in the process), the worker and the client 
would be forced to think more in terms of cause 

and effect. Once the objectives were defined, it 
would be possible to state strategies in measurable 
terms which would allow both the worker and the 
recipient to identify progress as it was being made. 
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This in itself would be a major step towards 
reducing alienation. It would have the pro- 
found effect of helping the recipient begin 
to think about his problems in ways that could 
be generalized to problem-solving strategies 
in other areas and later stages of his life. 


In other words, this process could have an 
educative as well as a rehabilitative function. 
A study should be undertaken in which workers 
attempt to move the client toward such a 
problem-definition and objective-setting pro- 
cedure, and the results should be compared to 
the more traditional type of welfare interview 
which is focused on information-getting and 
adjudication of the person's rights to welfare 
assistance. 


"Money Giving" and ''Counselling" Separated 


There would appear to be major psychological 

and administrative advantages in separating 

the "money giving" and "'counselling" functions 
in a welfare office. The fact that people are 
unable to discuss their problems in a truly 

open and frank way when they realize that the 
person listening can increase or decrease the 
amount of money given inhibits any frank explor- 
ation of the problem (let alone a rehabilitative 
outcome) from these interviews. It would appear 
that the money giving function could be operated 
on an almost computer-based or automatic set 

of decision criteria. ~-We could ‘conceive ofa 
Simple computer program or hand point system 
being developed where a person would fill in 
answers on.a card which could be immediately ad- 
judicated in 90% of the cases. The next step 
would be to make decisions about the remaining 
10% of the more complicated cases and to get on 
with the question of discussing the real pro- 
blems behind their financial needs. This then 
would be the legitimate role of the caseworkers 
in the agency. 
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Allow Clients to Pay Back Financial Assistance Given 


It~is interesting that several clients in this study 
wanted assistance only in the nature of a loan. From 

the point of view of reducing alienation it would appear 
that such a service should be possible. Therefore, if 

a citizen wishes assistance and realizes it is his right, 
1t would seem he should be able to repay a portion of that 
assistance if he can and wishes to do so. Certainly the 
Opportunity to repay appears to have a rehabilitative 
connotation in the case of many clients. It allows them 
to preserve their dignity and self-respect. 


Aggressive Welfare System 


In reviewing cases contained in this report, there appears 
to be some evidence to support the argument that the wel- 
fare system would be more efficient if it were more aggres- 
Sive. By that we mean it may be less expensive, in terms 
of human and financial costs, to look for problems which 
are imminent rather than wait passively for people to drag 
themselves in desperation: to the welfare office. It has 
been a revelation in this study to realize that a large 
proportion of people ‘come to the welfare office in desper- 
ation and obvious, acute anxiety, after waiting for long 
periods of time and trying to utilize every other source 
for sustenance. By delaying the provision of service the 
situation may become much more difficult to remedy. The 
cost of delayed treatment may be much greater than the 

cost of detection and early action. Just as in the medical 
model, the maxim, "an ounce of prevention ts worth a pound 
of cure", may apply to welfare service. 


If we could disabuse ourselves of the opinion that people 
should not get welfare because most of them are liars and 
lazy, and look at it as ai social illness needing to be 
diagnosed and remedies prescribed, we might be more aggres- 
sive about seeking out the source of this illness and 
eradicating it in its milder stages rather than waiting for 
chronic and severe cases to drag themselves into the welfare 
office. Research into the costs and effectiveness of 
aggressive case finding, compared to regular welfare practice, 


should be carried out. 
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This would require extensive conceptualization 

of the whole welfare system which would include 
programs such as Head Start in the United States, 
with nursery schools, educative, medical and 

mental health programs being closely joined to the 
welfare, fianpower and police services. Undoubtedly 
some combination of these services which reaches 
out into the community and helps people before 

they are completely destitute, is worth experi- 
menting with under an action research format. 


What Is A B8ocial Worker's Role? 


The worker finds himself in a strategic and 
stressful position within the welfare delivery 
system. It appears from the data cokdected in this 
study, that most workers align themselves with the 
client and attempt,.to achieve. .the best.results 

for him from the system. At the present time, there 
is little guidance available to the social worker 
in terms of how he can judge his performance. Some 
may be confused and think that it could be judged 
in terms of the amount of money given -- the less 
the; better) LiWhataposit ion Gus, -hentottake? 4c here 

is the system and his role as administrator of 

the system on the one hand, and vis-a-vis the 
client sand, hasswish gtosbega, positive frguresitior 
people undergoing severe personal tragedy. 


In essence this means that the social worker 

in many cases becomes alienated from the system 
because he aligns himself with the client. We 

have been asked in this study to depict the dif- 
ference between the alienation of the recipient 
and the position of the worker, and it is strange 
to have to report that many social workers 

are themselves even more severely alienated than 
clients. The social worker gets very little out 
of the first interview -- either the case is 
routine and dull (that is, it is simply a matter 
of filling out a form and someone else mailing out 
the; cheque) ;) or -it qs el eh LS, ah beyond the 
social worker's competence or area of authority 

in the structure-of the system, A rehabilitative 
service: for a particular client would require 
spending more time or more money than the agency 
allowed, or would mean transferring him to another 
agency (often not a characteristic role for workers 
in the social welfare system). Most of the social 
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workers use the term "depannage" which is a 
motoring term meaning temporary repair to get 
people back on the road again. It is suggested 
that workers see their role as a temporary 

repair job and this in itself can be discouraging 
and alienating. It appears necessary to define 
more clearly not only the function of the welfare 
office but the role of the social worker, so 

that he can judge his performance and know when 
the results he is achieving are closely aligned to 
those set out by his superiors in the Department. 


A Sense of Shame 


The client comes for the first interview with a 
background of tension and stress. He is ashamed of 
coming at all. This is evident from the majority 

of cases that we reviewed on video tape. However, 
there seems to be an implication in the comments of 
the social worker and the attitude of the general 
public that most people going to the welfare office 
are lazy and "trying to get something for nothing." 
This only increases the debilitating sense of shame 
which must add greatly to personal alienation. The 
very fact that one must ‘come ‘to the welfare office 
alienates him from the vast working public. Many of 
the clients reviewed in this study were able to 
state how difficult it was* to ‘come for the first time 
and ask for money after having spent a lifetime pro- 
Viding for’ themselves’ as nNormat Citizens.” “Ins 
attitude must be understood by the social worker; 
the shame must be understood by the social worker; 
the shame and self-doubt must be dealt with as con- 
sciously and directly as the actual financial assist- 
ance. 


The first step towards doing this would be to review 
the types of questions asked of clients to make sure 
that they are necessary, and ensure that shame and 
personal self-doubt are kept to a minimum. 


The next step would be to develop a routine for the 
workers to follow which would alleviate these charac- 
teristics and allow the worker and the client to 

sit down in a problem-solving fashion to talk about 
what could be done, free from the complications of 
moralizing and social criticism. An pperational study 
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should be undertaken which follows the client 
from the point’ of entering the) office to ithe 
point where he gets financial assistance or, in 
cases where it is necessary, referral to other 
types of assistance. Every incident should be 
isolated that could enhance personal shame and 
self-doubt and therefore, increase alienation. 
The application of the welfare system is in- 
tended to strengthen people, not add to their 
burdens and break them down further. It serves 
no useful purpose to the community or to the 
person asking for assistance to push him further 
away from the mainstream by implying that he is 
dishonest, lazy or incompetent. While this may 
not be consciously in the minds of the workers 

in welfare offices, it is projected on to them by 
many of the people coming for assistance and 
efforts must be made to eradicate this impression. 


Fast Feedback to Applicants 


At. the. Present, time, #4005 not theo nractice Os ene 
social workers in the welfare offices to tell the 
client, at. the, conclusion of, his initial anteryview 
whether or not he will be receiving welfare assistance. 
In fact, there is a conscious effort not to comment 

on this so that demands will not be made on people 

who are preparing cheques for recipients. While this 
may be a convenience for the office staff, it appears 
to enhance the alienating effect of applying for 
welfare. It would appear that being told at the con- 


clusion of the interview whether or not you qualified 


for welfare (or the probability of receiving 
assistance) would be a major step towards reducing 
tension and helping the person plan his future. We 
would recommend a short study to compare the effects of 
immediate feedback to the client of his probability of 
getting assistance, compared to the present system.: 
This study should examine the effects on clients, social 
workers, and the system which produces the cheques. 
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Situation 


Miss » age 21, is an epileptic, and for two years 
She has been taking epileptic fits regularly in spite 
of medication. She cannot hold a regular job and has 
recently been laid off from work. Her doctor has 
stipulated. that. she. take at: least one month's rest. 
She does not think she will ever be able to work again 
on a steady basis and would much prefer to obtain per- 
manent assistance. Her family does not want to keep 
her any longer because of her continuous attacks. 


Role Perception 


Miss feels that her handicap gives her the fight 

to financial assistance and, without insisting, she 

would prefer that this be permanent. She would like to 
have an immediate answer. She says she is happy with 
the interview with the welfare agent. According to her, 
the role of the agent is to undertake the most favourable 
actions with the object of providing her with financial 
assistance because of her particular situation. 


The welfare agent does not think financial assistance 
will be accorded her on a permanent basis unless a 
medical certificate declares her completely unable to 
work. He fears that this young woman would come to 
depend permanently on welfare under the pretext Of ner 


epilepsy. 


Situation 


Mr ———- is immobilized’ for four months’ due to’ ‘two shots 
which he received in the leg from a carabine 22 rifle. 
He had his assailant arrested and is pursuing the case 
but’ the Tatter?is the™ father or eiyht™ children= ana is 
on welfare himself. Mr.—— was working as a day- 
labourer in a construction camp and will begin work as 
soon as his leg heals. He has several doctor's bills 
to pay. This is the first time that he has appealed 
for assistance and he affirms that it is necessary 

due to his particular circumstances. 


Role Perception 


His immobilization is temporary. He knows that if he 
gets a repayment for his injuries, which he doubts 
very much because of his aggressor's situation, he 
Will have to pay back the Welfare Department the 
money '-it rssues*him’ (He? feels het has*a’ complete 
right to such assistance from the Welfare, more than 
certain people he knows personally who are on welfare 
and who are defrauding the Welfare. 


He says that he is pleased with the interview with 
the service agent. The role of the latter is to make 
detailed inquivries intosthe resources and needs oF 
people who make appeals for assistance. He prefers 
that any enquiry be made in an expeditious manner, 
however. The social service agent: should not waste 
time on quéstzvons. concermmingy the private lise or the 
eclvent% 


Ae 


Situation 


Mr. has been unemployed for one month. He is single, 
age 23 and has grade 9 education. He registered at the 
Manpower Centre two years ago, where he took a course in 
apprentice-mechanics. After completing the course, Man- 
power Centre did not have a job to offer him, so he took 
another course as machine operator. Again he was unable 
to find work. He has just finished a truck driver's 
course given by the Manpower Centre. He declares that 

for the last month he has been reporting to the Manpower 
Centre and going around himself to all the small transport 
companies, without any success in finding employment. He 
1s completely without finances. 


Role Perception 


His situation appears to him to be temporary. He is 
appealing to Welfare to provide for his immediate needs 
(pension, transportation) in order to make it easier to 
obtain employment. He is convinced he will find a job 
soon. 


He declares he is pleased with the interview with the 
welfare agent who, according to him, should be under- 
standing and receptive. 


Situation 


Miss , aged 60, is arthritic. "She did housework four 
hours a day and lived on a weekly salary of $35.00. She is 
boarding with a niece. She has never made any appeal for 
assistance before; her medical expenses are very high. She 
came to the Welfare Office to get an Invalid's Pension until 
such time as she is eligible for the Old Age Pension. 


Role Perception 


Miss told the social worker that she considers herself 
very brave for having succeeded up until now in getting 

along all alone. She was explicit in saying she well deserves 
the financial aid she came to ask for. She expects nothing 
else but financial assistance. She is pleased with the inter- 
view. She feels the worker should indicate what action she 


should take to obtain assistance. 


Ajai 


Situation 


Mr.—__ left his job as manager of a collection company 

a month and a half ago. His boss refused to pay him 
his last three weeks' pay. He requested the services 

of a lawyer to follow up the matter in court. He says 
it is extremely difficult to find a job during’ the 
summer when unemployment is prevalent. He does not have 
the right to unemployment insurance and is entirely 
broke. He is asking for a loan while waiting for pay- 


ment from his past employer for the three weeks' salary 
due him. 


Rolé ‘Perception 


His situation, according to him, is completely temp- 
orary. He is continuously trying to find employment 
and says that because of his particular situation he 
has real need of welfare. He is happy about his 
relationship with -the ‘welfare ‘service “agents \ He 

feels the agent's job is to enquire into his resources 
and that this responsibility is well carried out with- 
out too much distrust. 


Situation 


Mr. is a transport forwarding agent. For five 
months now he has not received a contract. Because 
he worked for himself he was not eligible for un- 
employment insurance payments. He and his wife 
went to the-Welfare Office without any resources, 
overwhelmed with debts (rent, food, truck). Recent- 
ly their six children helped to contribute by gath- 
ering scrap iron and old ropes which they sold to 
dealers. They tried everything to get along without 
asking for financial assistance. Mr. believes 
that the election time (April) harmed his work 
considerably, and hopes to get a transport contract 
this summer. Mrs. would have liked an immediate 
reply to their appeal for assistance, 


Role Perception 


Mr. and Mrs. feel very humiliated in having to 
appeal for social assistance. For them it is a 
mark of failure. Although their situation seemed 
urgent to them, they waited until the last minute 
before asking for assistance and were disappointed 
not to receive an immediate answer. They said 
they were pleased with their interview with the 
social service,agent.. In. their, opinion. there are 
so many people receiving welfare who do not deserve 
it that it is,1mportant for the Weltarc Service 
agent to €nquire into the resources and needs of 
the applicants. 


Situation 


Mr. » age 19, finished the pre-trade course 

at Manpower Centre on July 10. Since then he has been 
unemployed, which has caused a three-week delay in the 
payment of his pension. An orphan since the age of 11, 
without brothers or sisters, he has been placed in homes 
by the Welfare Dept. Having left school in the seventh 
grade, he has never held a steady position until he 
undertook the courses offered by Manpower. He is waiting 
for the results of his exams inorder to register in’a 
mechanics course in October. 


Role Perception 


Mr. declares that the unemployment situation, 
which is so grave at the present time, prevents him from 
finding work. “He ‘defines his position as) that coisa 
temporary client until his course starts again in October. 
In his opinion he is only making use of a government 
service that is essential in a period of unemployment. 


Mr. says he is fairly pleased with the inter- 
view with "the welfare agent *. He feelsethats information 
should be obtained on a client's activities to determine 
his eligibility for welfare assistance, and it is the 
welfare agent's responsibility and right to obtain this 
information. 


Situdtion 


Miss , 18 years of age and mother of an 18 months 
old baby, has been married for several months to the 
father since his release from prison. She is living 
temporarily with her parents. Without news of her 
husband, she left the apartment where she was living 
and with the help of her family moved her personal 
belongings. Her baby is at present with her brother- 
in-law, who is refusing her access to his home. With 
the help of her mother she brought a lawsuit against 
her husband for refusing to support her. She wants 
to again take*charge of hér child whose health has 
been greatly affected by the continual changes. She 
hopes to get divorced.when she is 21. 


Role:iPerception 


Miss expected immediate aid in the form of a 
grant for food and lodging. She knows she is in 

a precarious situation and puts the responsibility 
for this on her age. Never having worked and with- 
out any schooling or,rtradéy she feels that the 
Welfare Department has a responsibility towards her. 
She thought’ the welfare agent would provide lodging 
for her and take the necessary actions to help her 
look after her child. 


Miss is fairly dissatisfied with the interview 
with the welfare agent. 


For Miss , the role of the agent is to place at 
the disposition of the client the means he or she 
lacks in order to live decently. She refuses him 
any intervention or advice concerning her private 
life. The agent should attend to the needs which 
are exposed to him, in accordance with the norms of 
existence at the time’ (eg. lodging, food). 


A-vii 


Situation 


Mrs. , Gaméitouthe Welfare ofincetvery_upsetmby 
several days' delay in receiving her monthly cheque. 
She attributed the delay to the fact that she had 
lodging which was too expensive. Registered at the 
Welfare Department in Montreal, she had just moved 
from a fairly deteriorated area of the city to the 
outskirts. She thought the Welfare Department 
would penalize her for this move but in fact it was 
only a matter of a change in address which made it 
necessary to open a new record and to consider her 
as a new recipient. 


Role Perception 


Mrs. ,» a widow for eight years, has been register- 
ed at the Welfare Department for four years. She 
thought that since she was receiving payments, it 

was necessary for her to give an account of her 
decisions. Therefore she came, convinced that she 
would have to justify the reason for moving and 
would be obliged to follow the directives of the 
Welfare Department in this matter. She felt she 

had gone beyond her rights and had thus committed 

a fraud'.’ She was also conrinced thatoeher) situation 
would have to remain stagnant in order to continue 

to be iconsideredas’eligi ble 9 Mrs: considers 

the role of the social welfare agent to be not only 
one of responding to appeals for financial assistance, 
but also of encouraging and showing sympathy and 
kindness towards the recipients. She declared her- 
self to be very pleased with her interview with the 
social welfare agent. 


The welfare service agent considers that the role of 
the person receiving assistance 15° 0 try in every 
possible way to better his situation (except in cases 
of physical or mental handicaps) and that social 
assistance must be considered as a temporary and part- 
lal aid. The role of the welfare agentaiag, toJjencour- 
age all possible/initiatives on the: pareger those 
being assisted. He must be concerned with the rehab- 
ilitation of the client and encourage him to augment 
his budget, either by, locking after childrenncreny 
any other part-time job. 
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Situation 


Mr. is 60 years of age. His leg has been in a cast 

for five weeks, following an accident on the job. He is 

a warehouse keeper with the railroad. He has not received 
any remuneration during the five weeks and is still waiting 
for his payments from the Workmen's Compensation Board. 

Mr. declares that he only has $10.00 left. He is 
Supporting his 22 year old daughter, who has been unemployed 
for two and half months. The only debt which he has accu- 
mulated up to the present is a grocery account of $50.00. 
This is the first time he has appealed for any assistance. 


Role Perception 


Mr. refuses to consider himself as one of the usual 
(regular) clients of Welfare and will not even accept the 
extra amount of $10.00 a month allotted for medications. 
He feels that he only needs a loan to meet his most 
pressing expenses ~ ‘rent ‘and”’io0d = “He repeats many 

times to the worker that he would be embarrassed should 
his friends and acquaintances find out about his appeal 
for Welfare assistance. His wife made the appointment 
for him and urged him strongly to attend the interview. 


Mr. claims himself to be very happy about his 
relationship with the worker. 


To Mr. , the work of a welfare officer consists of 
determining the eligibility of a client, and understanding 
Ham Ae Wi. didn't expect any unusual pecuniary assis- 
tance. He came to discuss a business matter. The worker 
who carried out the interview considers his work as being 
that of an informer. He hopes to inform the clients about 
their rights. He thinks that if a client is overwhelmed 
by personal problems he must refer him to a specialized 
social ‘agency -**Asi'for ham (worker) he considers his work 
to be that of obtaining in each case, all the financial 
assistance possible under the law, and informing a client 


ef Ais rights. 


Situation 


Mr. —— , about 47 years of age, has been unemployed 
since the firSt of January. He had previously 

worked for the same company for 11 years. A decrease 
in contracts made it necessary for this company to 
lay off some men and Mr. found himself, in spite 
of his seniority, without work. He has attempted 

to find another job but has met with refusals every- 
where; ‘'because of my age'', he explained. He came 
to the Welfare Department to ask for temporary assist- 
ance, convinced that he will be able to regain his 
old job in a tew weeks. He has never had any debts 
and the delay in the payment of his accounts worries 
him greatly. 


Role Perception 


Mr. is convinced that his request for assistance 

is only temporary. He has always worked and is 

convinced he will be able to start work again shortly; 

heyvi sy fourth onwthes las tyehe. Say,.S d4-ode, feels sine 

that his good faith and honesty will assure him of 

social assistance. To prove his good intentions, he 
moved last May to a less expensive apartment. He 

believes the Welfare Department pays a bare minimum 
but.che: wants’, toeeentormrto thes wy policy, 1m order to 
receive assistance. Mr._.was tense and nervous 
throughout the interview, concerned that he might not 
please the welfare worker. He was aware that the worker's 
role was to question the client's needs and protect the 
Department from fraud. Mr. declared he was a good 
worker and was pleased that the agent demanded information 
before assuring him of any assistance. 


The social worker Said it was a question of temporary 
assistance and indicated that if he had the time he would 
attempt to have Mr. re-hired by his employer. 


iz. 


Situation 


Mr. » approximately 35 years of age, married 
and the father offour children, has a regular job 
as night-watchman four days a week. He came to 
the welfare office to get special assistance to 
pay two accounts (grocery and natural gas) which 
are two months overdo. His meagre salary does not 
enable him to borrow money from a finance company 
because he declares, "I will never be able to 
repay a loan."" He only has four years' schooling 
and hopes soon to find a better-paying job. He 
accumulated the above debts during a two-month 
period of unemployment at the end of the winter. 


Role Perception 


Mr. does not consider himself as being socially 
aided and dependent on welfare services, but rather 
as a man working to support his family,entrusting | 
his problems to the Welfare Office. e considers his 
Situation temporary and thinks that if he looks hard 
he will soon find a better-paying and more interes- 
ting job. He is asking for partial financial support. 


He is satisfied with his interview with the social 
welfare agent. He expected the agent to question 
him in detail about his needs because helping 

people who are in financial difficulty is the pur- 
pose of the Welfare Department. According to 

Mr. , the agent should be understanding and 
attentive to people who are of goodwill; he should 
encourage them, facilitate their attempts to find 
work, and make sure they are well enough informed not 
to be taken in by finance companies and pawbrokers. 
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Situation 


Mr. » approximately 35 years of age, is separated, 
and supporting his five children, three of whom he has 
placed in an institution. He works in a very spasmodic 
way as an electrician in construction camps. He exhaus- 
ted his unemployment insurance payments last winter. 

He reports daily to the Manpower Centre and to his 
Union office. The unemployment situation in the con- 
struction camps in Montreal prevents him from finding 
work. He mentions that there are 1,300 in his Union 

in a similar situation. He would be willing to work 

in the interior of Quebec but because of his five 
children he must remain in Montreal. He is requesting 
financial assistance in order to be able to meet his 
monthly obligations. 


Role Perception 


Mra ow cae GONSICErS Nis. request .foreaccisGance aa being 
entirely temporary. He wants to advance quickly. His 
appead. bothers, him.~to; quitesanuextentso. He made.zt clear 
to the welfare agent how much he would prefer to work. 
His request for financial assistance is only to cover 
his regular expenses. He considers himself, not a 
person assisted by Welfare, but an unemployed worker 

who has exhausted his unemployment insurance payments. 
He indicated to the agent that he paid enough taxes 
while working to be entitled to government aid. 


He declares himself to be very pleased with his interview 
with the welfare agent. ‘The latter is quick, direct and 
very nice, and his job is only to assure the client of 
financial assistance within the limits set by the law. 

He was afraid of embarassing questions, and a moralistic 
attitude. 


The social worker considers it to be a case of temporary 
assistance, and that it is very important to support the 
client financially in order to encourage him to look 
after his children. 
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Situation 


Mr. » Zoeyears..ol.ds, has, Nasa rian ca cas £. 
He has been unemployed for several months, will 
be immobile for another two months and is not 
eligible for unemployment insurance. He earned 
a maximum of $65.00 a week when he was working. 
He has three very young children who were recently 
sick; has many medical debts, plus a $2,000.00 
debt to a finance company from whom he has 
received several lawyer's letters. He has to 
appear in court in the near future. His wife, 
whom he described as nervous, hyper-tense, and 
depressed, is working in a factory. She earns 
$45 a week. Last May, he signed a lease for 
renting a flat at $140 a month (an amount he is 
unable to pay). He would like to "break the 
lease" and move, but he does not know how to 
proceed. He says he is unable to keep any job 
he takes - he seems to make ''one mistake after 
another.'' He and his wife are orphans and 

were placed in a home by the Welfare Department. 


Role Perception 


Mr. defines himself as a very "unlucky" 

fellow. He has the impression that in spite of 

his good will and honesty he is unable to get along. 
He says he "got off on the wrong foot in life." 

He would like someone to take an interest in him 

and, dictate. a path to foliowys> Yer saysuthatyhas.tife 
has been a failure and he would willingly hand over 
his decision-making to another person. He declares 
himself pleased with his interview with the agent. 
He would have liked advice on his relationship with 
his wife; and on the possiblity of breaking 

his lease and moving into a less expensive apart- 
ment. Because he did not get this advice, he 
concludes that such qualities are not part of the list 
of prerogatives of a social agent. He is ready to 
adapt to anything. The agent knew what his respon- 
sibilities were to people needing assistance. Mr. 
hopes for financial assistance and would be happy 

to get it. He does not reproach the agent who is 


doing his job. 
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Ls 


Situation 


a , about 25, married,with one child, works 
as a substitute in the Port of Montreal. Not being 
a member of the Dockers' Union, he only works part 
of the summer and fall. He is unemployed for about 
five months a year. When he came to the welfare 
office he had just exhausted his unemployment in- 
surance payments and was waiting to start work again 
by the end of July. His seven brothers work in the 
port. He is convinced that as soon as he registers 
aS a permanent union member his problems will be 
resolved. He claims he needs assistance only until 
he goes back to work. 


Role Perception 


Mr. does not consider himself to be a welfare 
client, but rather an unemployed worker whose 
Situation demands special assistance. He hopes to 
show his willingness to cooperate by giving the 


welfare agent all the necessary information for filling 


out the forms. 


He declares himself pleased with his interview. To 
him the agent is a civil servant carrying out a 
government service; s’ He repvardsethe agent! s) enqua rz 
Les about his. eligibility, fom assistance, as pari, or 
the regulations of the Welfare Department. 


Mr. (SOClady WOLrKe Tr), [1One nis Part ,gteens, Lie is 
a matter of the chronic case of a young man who is 
content to be unemployed five months a year. The 
fact that he is assisted every time he is in diffi- 
culty takes away his desire to find a permanent job. 
He feels he must do' his utmost® to obtain.assistance 
for=the client, but that Such actaon wilipnever .e- 
habilitate the man. 
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16. 


Situation 
Mr. ,» age 38, single, has a room in a boarding 
house. He has not been working for a year and a 


half. He had a paralytic attack in his leg and 
underwent several treatments in hospital. He goes- 
regularly to the Manpower Centre. During his 
illness he lived on money received from the sale 

of his car. At the moment he is three weeks behind 
in his rent; he is afraid his landlady will ask 

him to leave. He is happy with $30 a week to 

live on. His leisure time is spent watching tele- 
vision. He is an assistant plumber, but is willing 
to accept any rate of pay and any kind of work. 

He tries every day to find a job but his physical 
and mental capacities are very limited. 


Role Perception 


Mr. did not show any signs of reproach toward 
the welfare office or the agent during the inter- 
view. He came on the advice of his sister-in-law. 
He does not know whether the welfare office can do 
anything for him.” He’ is net sasking eorsitinane.aLy 
assistance; he wants to explain his situation on 

the chance that they can help him. He is willing to 
follow the agent's advice to continue to look for a 
jobs He satd'several-times,s' These a Seneswork, ybut 
I will keep on looking if you like." 


He is pleased with his interview with the agent, 
whom he had expected would listen and decide what 
was best for him. ..He .did not,.emphaszze“his*lack”of 
resources. 


Mrs. (social worker) would prefer not to give 
him immediate assistance. She is distrustful of 
bachelors who are not satisfied with a little and 
become permanent clients. She mentioned at the end 
of the interview that if the recipient had been 
more willing to try, she would probably have given 
him financial assistance. 
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Situation 


Miss » age 22, is six months pregnant. She had to 
stop work as a waitress in a restaurant and is living 
with her parents. According to law, her parents are 
responsible for providing for her needs up to a certain 
amount because she is living with them. She is ent- 
irely without resources and is looked upon as a maid 

by her family. She came to the interview. hyper-tense, 
nervous and on the brink of a fit of tears. 


Role Perception 


Miss is“trustrated by the need. for tinancidal assist— 
ance which,"an her opinionyg Shewis entitled. to because 
of her ‘situacaon. It 1s adirr1cult, time sor her and 
the Welfare Department should make the task easier. 

She realizes she will have responsibilities when the 
baby is born and she is afraid she will not be able 

to care, forphimeproperly,, +She,ansasts that.she 19 

nob, réques ting, aidvtorsherselstputator, tne. bagya.. one 
would not want him to lack anything. 


She says she is happy with the interview with the 
social welfare agent and is convinced he is doing 
everything ihe Gan js ebut. that.his,xco le. Conses fs.3n 
applying a law with unjust scales of financial assis- 


‘tance. It.is mot even,a question of discussing her 


discontent with the agent - neither of them can do 
anything about it. 


The social worker censiders, it to be ‘a-.case of temp- 
orary assistance. It is preferable, according to,him, 
for Miss tojdive-with her,parents andvrtras bester 
not <torfacilitatesmatters-for<her.too,much,for,tear 
she will not be encouraged to start again. 
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18. 


Situation 


Miss is pregnant and is asking for immediate 
temporary as well as permanent financial assistance 
for the care of her child. She is living with her 
parents but her father is unemployed and cannot help 
her financially. She has just left high school 
because of her condition as an unmarried mother. She 
would like to be able to live with her parents, raise 
her child herself and take courses in shorthand and 
English. 


Role Perception 


Miss—— would have liked an immediate reply to her 
request for assistance especially the amount she will 
be accorded. In her opinion, it is self-explanatory 
that her situation as an unwed mother demands finan- 
Cial assistance from the Welfare Department. She 

1s getting all the monetary assistance possible from 
her family and has met a social worker from a family 
agency. She came expressly to find out what sum of 
money she will receive. 


She declares herself pleased with her interview with 
the welfare agent but would have preferred to know 
the amount of assistance she could expect. 


The social.worker considers his, .client.a little girl 
who must continue to be kept by her family. He did 
not ask her any questions concerning her plans for 
her child. He deems it necessary to make an enquiry 
into the home before allotting any aid. 
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Situation 


Mrs. , 40 years of age, of French origin, made one 
request for welfare assistance five years ago when she 
was abandoned by her husband. She received aid for 
several months until she began working. She applied 
again to the Welfare Department in June after having 
lost,her “job ‘as#cashier. ‘Not. “being eligible ifor 
unemployment insurance, her only revenue is weekly 
board from two of her children. She has a daughter 
age 13, dependent on her. Tired, anxious and sick, 
she came to the Welfare Department to ask for temporary 
assistance. 


Role Perception 


Mrs. * .\) Ways that'when “shé “first Sappealed—to cthel Welfare 
Department she felt "exploited" and "worthless". Having 
to ask for assistance because of desertion by her husband 
hurt her morally. At that time she felt she was being 
considered a minor, but she now declares herself to be 
much more calm. She feels she has done everthing possible 
in. the last five years ‘to éarn' her living ‘and bring up her 
children and that she has every right to seek temporary 
financial support. Furthermore, had she not been laid off 
because of lack of work, she would still have a job. 


She is pleased with her interview with the welfare agent. 


“She feels that the agent should be much more attentive 


to the’ personal problems of those in need of. assistance. 
She would have liked encouragement and moral support in 
bringing up her children. Welfare agents never questioned 
her about her difficulties, her loneliness. She felt 

this was probably due to lack of time and that such duties 
are not in their list of prerogatives. But she wishes the 
opposi te,.were ~the,case,. "because it 1S.so important for 
the .morale’t. 


Mr. (social worker) considers her case a temporary 
one. 
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ZO. 


Situation 


Mrs. » age 33, 1s a widow with four dependent 
children. Her husband hung himself in their yard on 
his release from the psychiatric asymlum of Bordeaux. 
Married at 16 years of age, and having left her family 
and mother-in-law with whom she does not want to 
maintain any contact, her marriage to an alcoholic has 
deeply disillusioned her. 


She has a baby of eleven months, which was acknowledged 
legally by its father. He only paid her the baby bonus 
expected, during the first month. Since then she has 
attempted many times to legally adopt the baby and 
prevent the father claiming him as a dependent. The 
possibility that the father may one day claim the baby 
1S a constant source of worry?” During the first «&thrés 
years of widowhood, she lived on insurance from her 
husband's estate. At the same time she worked in a 
clothes factory as an overseer. She found this work 
outside the home a source of satisfaction. Last January 
she made her first appeal as a needy mother, when the 
factory where she was working closed down. Because she 
was then eligible for unemployment insurance, her appeal 
was refused. Still without work, and having exhausted 
her unemployment insurance payments, she appeared again 
at\ the Social Welfare’ offaceMiniwily:, 


Role Percep sion 


Mrs. considers herself relieved, free and happy 
since the death of her husband. Having always worked 
very hard and trying to raise her children to the best 
of her knowledge and ability, she came to the Social 
Welfare without asking for any assistance. For her 

it’ was? al mat'ter of trying to find a fob 1t+ 5 tran cia 
support was refused. She lives from day to day, without 
anxiety-., She declared during the anterview that she 
prefers not to think of’ the future.* She states that 

she always adapts herself to whatever situation presents 
itself. 


She says she is satisfied with the interview with the 
social service agent. Although she made no particular 
appeal to him, she is assured to know that he will try 
to obtain some assistance. However, she forbids the 
agent the right to interfere in her private life and 
finds the questions concerning her personal behaviour 
very impertinent. The role of the social worker is to 
help her with the information she is willing to submit 
to him about her needs. 
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rag tes 


54.t-Ua ta on 


Mrs. , who has been divorced five years, supports 
school-age children. She says that. for, the, first 

time she is late in paying the rent, gas and heat bills. 
She emigrated to Quebec 10 years ago, and settled in 
Sept-Iles. She moved a pees ago because the climate 

was harmful to the health of her son who has bronchitis. 
After having held a position as manager of a shoe store 
in Sept-Iles, she found herself without a job in 
Montrea!. She started receiving her unemployment insur- 
ance payments, while holding a job as salesgirl for a 
few weeks (a very irregular job and only part-time). 

She is gett.ng alimony for her children, but the 
irregularity of payments causes her much anxiety. Having 
exhausted her unemployment insurance payments and once 
again, unemployed, she has to look after her two 
children during summer holidays. She hopes to start 
work again in September. 


Role Perception 


Following the action taken by a neighbour who made 

the appointment and accompanied her to the interview, 
Mrs. for the first time made a request for 
assistance, and insisted on the temporary nature of 

this request. Warned by neighbours who were hostile to 
the Social Welfare service, Mrs. demonstrated over 
and over again her uneasiness and discouragement. 
Because she had hesitated for so long to make an appeal 
for assistance she expected to get immediate financial 
assistance to meet her most urgent expenses. She in- 
sisted that she was forced to make such an appeal because 
of factors beyond her control (lack of work, school 
holidays, a sick child). She was very open to questions 
concerning her ordinary expenses but objected vehemently 
to the questions and advice of the social service worker 
concerning the organization of her life and family. 


Shey expects. fromethe weldare,) temporary; fanancial: aad, 
nothing more. . Her difficult situation, seems only 
temporary and she expects to have things under control 
again. very soon.e . Mrss thinks that the social 
worker can find out about the current expenditures 
which the client must face. Mrs. says) She 45 
very unhappy with the interview. 


She considers it necessary that to prevent any fraud, 


official papers must be required (birth certificates, 
sickness and marriage certificates) in order to obtain 


A-XX 


assistance. But she refuses to allow the social 
service worker to interfere in her personal problems, 
such as the education of her children, her relation- 
ship with her husband, her parents and neighbours. 
She considers this advice an intrusion into her 
private life and an attack on her responsibilities. 


Mr evaluates the aspect of his work as a social 
service worker concerned with the interview of the 
client. He brings to attention on many occasions how 
different each individual case appears to him. For 
him, it 1S a question of entering into a friendly 
relationship with the client during every interview. 
According to him there are no urgent situations; the 
clients must understand that the welfare offices are 
not "Saint Vincent de Paul."' His role is to help 
people who appeal for assistance, not only on the level 
of their financial problems but also on the level of 
their personal problems. Mr. considers the case 
of Mrs. __.__ to be temporary; he explains the tense- 
ness and nervousness of the woman as being due to her 
concern for her children's security. He, considers, it 
normal that she is worried but thinks she must regain 
composure and wait for the actions he must take to 
assist her. Mr. considers a welfare officer is 
in a better position than the social worker of an agency, 
to maintain a close, permanent relationship with the 
client. He considers the financial aspect of an appeal 
to be of secondary importance and that an officer must 
above all develop a relationship with the client, stay 
completely at his disposition, and manifest the wish 

to see him again. 
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22: 


Situation 


Mr. » 28 years of age, married, father of one 
child, underwent an operation. He is at the moment 
convalescing and must remain so for serveral weeks. 
Overwhelmed with debts to finance companies, not 
eligible for unemployment insurance, he came to tne 
Welfare Department for a loan which he could repay 
when able to return to work. 


Role Perception 


Mr.  eeels Very*much= at ease. sews aware 
that if the money is lent to him, he must repay it when 
he starts to work. He responds willingly to questions 
concernli.g his budget and debts. 


He declares himself to be very pleased with his inter- 
view with the welfare agent. He feels that the latter 
must try all possible means to help people who come for 
@ssacstance to £1ée\ themselves trom the “crutches Of 
financial companies". A welfare agent must in his 
Opinion give judicious advice so that people can as a 
result succeed in getting along by themselves. 


The, social worker considers,it to bea very temporary 
case one of getting the. client back. on his feet. 
According, to him the client haswa lot. of initiative, 

a sense, of organization, and will. be able to. get along 
well with the sum of money he will be accorded. 


A-xxii 


a. 


24. 


Situation 


Mrs. is married, with three children. Her husband 
1s a plumber. He has been unemployed for five months 
and is getting unemployment insurance but not enough 
for the family's needs. They are four month's overdue 
with the rent and havea grocery bill of $60.00. 


Role Perception 


Mrs. felt she was very well received by the social 
worker. She was embarassed about asking for help and 
therefore very reserved. The social worker put her at 
ease. Mrs. had expected someone more domineering. 
The social worker told her she was not eligible for 
regular assistance, he would try for special assistance. 
The client does not understand what that means but is 
confident the social worker will do what he can. 


Situation 


Mr. has been receiving $240.00 a month as illness 
payments since June 15, but these payments will stop in 
September. His doctor told him to go to the Welfare. 
Department. The social worker assured him of financial 
assistance. As soon as his insurance for illness stops 
at the end of the August he will get Welfare assistance. 
He does not think he will ever work again or even get 
out much. He would like part-time employment but this 
is difficult at his age. He has seven children; his 
wife is sick. He feels he has always worked very hard. 


Role Perception 


Mr. was pleased with the interview. He was proud 
and had put off going to the Welfare Department. The 

social worker who was very sympathetic to his problem, 
told him he came too soon but it was good to make sure 
in advance (before September). 


AYKKLLI 


Zon 


Situation 


Miss is 22 years of age. She is pregnant and 
left her job as a waitress because her doctor insisted 
that she not work outside her home. Although she has 
her parents! moral support, they are unable to help 
her financially. 


She feels very strongly that the father of her unborn 
child is too young to take on the responsibility of a 
family and does not want the Welfare Office to involve 
him. She plans on getting another job after her baby 
18',DOrn. Her needs are only financial. 


Role Perception 


Miss feels assured that the Welfare Department 
Will give her financial assistance. Although it had 
seemed like asking for charity she felt many people 
were on welfare who did not need to be and it was her 
right because of the circumstances. 


Miss was pleased with her interview. She found the 
social worker very discreet, sensitive and natural. She 
found it reassuring to be respected. The social worker 
did not probe, asking only questions which were on the 
form. Miss pointed out how pleased she was to be 


able to talk to a woman about her problem. A previous 


interview with a male worker had upset her because he 
was not physically clean and advised her to have an 
abortion. 
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20% 


Situation 


Mr. is heavily in debt due to gambling when 
a young boy. He has not accumulated other debts 
Since that time. He lives common-law in his 
parents' home and has a two months' old boy. 


Mr. has three fractured fingers, which limits 
him to certain jobs, but he would like to find work. 
His parents are on welfare. 


Role Perception 


Mr. was satisfied with the interview and 
convinced that the Welfare Department would give him 
assistance. 


He felt the social worker's function, as an employee 

of the Government, was to give help. He was encouraged 
by the interview and appreciated the fact that the 
worker did not criticize him for his debts and for 
living common-law. 


A-XXV 


yy bay eee 


PAY Re a , ae 
Bish ot Ma. ve. 
ae af ate 18 


: ae oe = ALY 
i hee rm hy apie ah = 
} pea Spe ath a . 


Walaa "4 ,. in . Pi 
aiid ae ie ae set Pal 
has, od bee: Poeun 


* - Dy 
3) 


anit avig bh; 
vi hath 2 


i 


Sea at Rei eg eee 
oy baie vue a SaMaL oon it 

Patty ae e eatin wt Ub weygied Beh = ‘The 506.4). #oRker * 

Poti ‘eaten ‘aves were? an pile: - 


. |r pies she Was. So Ke 

“eae be elt ne elas Tee be ene Pt plea se PT GMOMS, vs 
i rerview ak thy & male wor we? ta wes Der Bareuse, She | 
ea nt ghee hed ae ati anys earier Go Nee te meen ate ony 


dubai as SCP: vy mis Vek. 
" ie se ; oP if HP) es 7 a ¥, au = cay 
my & 
; Ve ah ¢ N. 14 fe 7) t ‘ann i; UF 
ie wy ; 
a ‘ 
3 vs 
' Cn 7 
u ( % a 
ae ( 
‘ i, — 
at ' 
ry ) 
fy ve 
ba +) ? t ' Piles " 
\ fi ' ‘er ” 
— j Ais 
| b a ih on wf clea 
jak ; 
“= ‘ ¥ é ‘ : 
. j the rr ' i 
ay we a) 3 
‘ = i 
ant} i 
i af 5 
Ss ‘ ke ' i. 


: ' coe ay 7 b ( 
4 Sa ay’ ye ae. 
: nl 
: VA re 
‘ “ane : 
i . ae ser 7 


APPENDIX B 


VIDEO TAPE CODING SUMMARY 


? ot it F 0g a , a 
on cin 
i ree Dee 
A ne } 


1 Ly 


CP 
* 


Sie 
) “9% i 
'® 7 -, NA ¥ 
sh f 
ay uz rd 
y all > 
ve 
> 
P i. 
*\ : d 
fa 2 
ih - 
7 
au 4 
® 2 vy, ; o 7 
‘ a 4 : ; 4 i Ps 
a rae? 1 sa ORS we a i n i- j 
- ) ‘ wey ’ “a 
eS phn ae Lc - My, Me. “Law oe 
. fa, | Meo a area, ea 
i Pack + 7 ee uy, Pe ye ap Fe oe 7 ’ 
<r i YY aes wher’ Wri es - 
= ‘ hae ° +e ; 7 Ra >. V4 : ibe, = A = 
,, ge Wei intel iy fuk, 
- iJ i ¥ | " r’ 
P ITS ae as ee ee 
‘ mn »y inl | - 4 c 
RLY) Veal Bn im . ie 
“j ve » Ti an " - = 
) 4 ra | wt re - A 
, ae ay! tae : ae he 
. 7 I< oe R C f 7) r A oP GA, 
A ’ fl we i) pay ° 
ed V | ee 
* 1 ( vf 
ber - z 4 y , 
; : y ae +" 
7 ray = 
fl “ Pa] : 
i ; ad A as " D he - ' ' 
é i) fn 7} : as 2 7. 
‘ : esi ae ha " 
. { : a) ati ie 
+ ) 7 } ty n -_ | 4 
« sod - b 7 A ¢ £ . ‘ 
a . ; 7 
é d 4 ne 
b | | | ra ; 
y stem ‘ AY? Lae 4 « ' ial . = 
‘“ er : 
' | i” ue ; yaa ) 
2 ma 
5 c 7 y on 
-_ if : is y 
a4 i ai p Ui 
~ ce 7 <a 
4 o) ii ; u 
; 4 ty hie . . = 
ie oe Sa sg” OS 
et eu ames ak ° ee 
i; leo ff 7 a oe ‘ > nl % ) _ ha 


I petysties ION ‘sBurtqel assay. 10F 

Z potzst.es SOOTPUL AZTITTQeTTAL 19}eL-19,UT Butdojtaaep jo asuadxea 

- potystzes AL9A peppe ay2 02 08 02 aTqtssodwt sem 31t ‘ydIReSaI STYY 
:Xepuy ZutjYOnpuod uL sUuoTIeIIWTT TersIueUTF BY FO ssnesog y 


Pee Gel so 


+ 8 oa iy 4 OVO wi eS Lat ae O Z 
+ Clevert-te OF 9545 £2411 57S 0 679Sel TSS 
+ Utes C1 .o OON aT CLA £9 S OFS.1. 0s. 
+ Sar os Ynys en a Sa Sat da Pr la T +3 oy de Tas a Sek | 
+ Otero casa |. 6-6 cat S Ter Ss 
+ 0] 9°8 Dect Lecco. Ss T Lyi v9 
+ OY SO rite 60-1 CT | 78 ¢ SSO CALS 
z Dee ee bob SSS tS: 29 vy T Steer: ice cae 
+ ee. See OTOP ec ae ee 9 GPP Cler Se 
= 3.0 ao SS ED NO i LS Bo Naa wpa 8 ps Pane 4 68 Ze ak OL 
+ Pelee Oe Pl |. 8° 2 | O° HY 0°9 8°02 | of 62 
# ieee. ceop 0 SP 1 oO Ci Oot SiS Cop Ge OL 
- Deere cot kane. O At O50 OL 4 CO aoe 
Gera) 0c 1-1 L916 "2 9° S p°O0¢ | 9°69 
+ gre 0.0.) 9: C971 SOT) ses S 8°Ss | 27°99 
+ Earn OVS 6205 5° 014-65 v T2911 "6a5 8 
+ Gm cele, COIS py lly 27, 0 BLS. Ty 
+ OFS ot 251 0-.09Hi00- 2 S56 . “VC } TT 69 
“ OMe Or OTe OSCL iL Pv SL b COE es. O18 
+ Sain O50T 16° 58.1.5" 2 0 v G 6P | 8-05 
i / PE Se eect a CROC Var Lete Cee 9 b°0 PS Ue te Oe es 
* sot S°Ve } L°6S') 2° 2 (ha 8 Gere OSL TAGS s VE 
+ PMN CL On LL OO S238 T b°2 9° So 0°29 
+ Del 67S fe 00-6. 2 Oe) 9 : oe |e San A 
+ Cae OM eT eo 1 829 0°9 9 v's GSS ile oS 
+ Cece Oe CD ee ES, SF v Cae Saeed gee Ra Rae 
os nat ro) > | pm o aie of aw n | 
(e) ® p O ct cc @ ct xX rae (= OM (r=) fo 
ene) xaos 27 Hs hh ae) ry: 3M |Spoc]ue a 
yams) m+n @ Oo - oe @ @ ct N53 Mn ct @ ©) 
@ on © my os) > ae) n => © |O' 23} 1} 
Le a> Fh un n 4 c+ tr im wi ps a 
| fy ie ’ ’ 3 7) © 
N.dd0tdd|t |" 8 i 
ATOU | | SNOILISOd0Ud H MAIAYAZLINI do 
Ni MLIg JO ‘ON | SSINSAILOGaag 
JONaN | 
-YDNOOD 


% AMVWWNS INIGOD dadVL OFGIA 


Me acid 


7 ee Se 
t ) a Aa ae ee 
Es hak a: 


£50 bo mPa oh bias | Leg vie ie tones eae Ae 
oe abdiical Wai ti lubes aaa Sees em we 


. 
Las ge Anat UR “* 
[. 


a, * nr 


ot Woe 7 FEL OO Con ug ein me 
- Pee) PFU bee bee OG, Bn pee 


a4) 


mo ayen nied, « Siehaere——ae - 


% NTT wale ore, A CEB ED 


. ae) 
; o> BAN Que leoy hy nla an 
| Sok NR gta ae ie ha wl te 


AS eG em mm 


b che Ce py tare See aa 


, ‘ A bd * ’ ‘ 


oe ait er My hey mor 
— 


FA es | i “> 


a es 


on 2D os el 4 
| sear nr ati et eprint 

Pw RD, ae ne 
j ’ a ed sont’ a! 8 


om fa Ce, ee tee Clee 0 9 ee ae 
- 


p> coomatyyatangounssiem mirc - 


1 os py the fe LON acy Cake a 1 Oe eee One eT Pee 
a ea i) >4 Bene es a 
npc. erent abicghpdgeinltaipcn acta tar tym dealt {EEA ISTE LEIS IT ee > 


: vat de p 
an 7 deat] 


Ne ee 


— weer eebe oe a ee 


en ee Pace tte Fm nnn tte yi fs Sienee hes 
Sc Oo OO cp fae OF BARS > D's ene - 24 
+ » . * . - a > Al s » ’ ee 
Be init) oO AM oobe se 0 pi xe ‘ : 
‘ated Dh na 
Se wae eee = ES ahr nn ener en oor 4 “Yess 


= 


et aa 


“Ss ae ge Peat 


ad r ae = 


; ee 
atid ants 


Wt co er Cie A 
’ ” 9 # 
co itm hy ey eo 4 ba at goyTec- 


(at vee hel ie 


fae ee hee te emia gar enamel 


pe 0 ee ee | Page ee tro 
hae her oi at ain) oy as 4 ew EXayOL+ \ 
oy & Oe “2 eR ED OD 57 d 


te i 


ee FI PED AT Nt a ete fe oF 
PS by 
mn oS a ae? wan 6 14 ge ins 


rw be ene 


i aba = 


Sit eae 


ba So vo ee met tom Sean tnbs, we fle ios 
‘ ; r * . ‘ i iy ’ ® ‘ « + ' rn ‘ ‘ os b 
eK fyi (OM +" ‘on o bay 4 “ im pure. r Petia 
Ts aad he | ¥ a er be 
ee “ ote someon teeta weet nt weer the) Mme ge ame ry ngs oe ee eee =< x 
j ' y c : 25 651 
| OM tS Gs 0 OF a wy es & PUWE ays te ah 4 ae ms 
> lL eae ee ft 5 5 + Br GU ce) ie 
Oy Caen a OA) te PHS ck ey ae i sea hs Hh ae ep Pea a | 
ee ee ee ee akehi kuaslaglaalae bers te ee te Os ee 
Need ye ey ey ——-. _ ab-greds ee ae eee ae ee vil a 
) Pity 1D feet eo Ye toe Ge nD oe es te 0. baal Re oP aT Dy ; or} 
: a ie aed a A ee e a. Ghoxenu tal 
| cy ooh dhe ere THUS aiw Bye ee Wey pi Sy > (ee cx pia BA ba : DSi 
1 Qs 0. ee gn Act laa cB lin alle Pah SS Ay. Cees Mele ria 
rect nes sky xt roo a feerre aaresbae yo te 
; icrreus 
: nm -tte oy os ah igh Ss Hl ao 1 0 I BO d 
‘ + ° + . - > « 4 . 4 > ’ os 4 rs ] 
be 5 ay IIe Fy CF OG SS o-.7e) Brt ere eee MD et oe ewer bo eu. 
j > Cu speed Cs ing te i Be Cer Qe eile ee a ore » +k ; 
———— — - —— | rere ne ere: enya ee sa tc fsa ment 
2 a o> < te AS em Ok ey eh ee BA be 9 orn ol 
» » . é . . i ‘ +. os . « a . ~ * a . 7 
See oe ee ee ee SEASHORE 
| os Or Ce eS Oh Ca Oe ee te oo Oy bivecic as ~~ 
| baie ct rs ips 2 tein eee 


o> 4 rh 


is oe 


Saleh tharh a ae TO bee 


pamsaen. 


Pee ta 


. APPENDIX C 


SUMMARY OF ROLE PERCEPTION OF CLIENT 
AND WORKER AND RATE OF SATISFACTION OF 
CLIENT AT END OF INTAKE INTERVIEW 
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The following table summarizes the perceptions of the 

two principal characters in the intake interview - the 
client and the worker. What is perceived as the problem 
and how the person deals with that problem is the major 
category implied by role perception. Thus, for inter- 
view No. 1 we have the client's perception of his own 
role in the upper lefthand quadrant of the fourfold table. 
The word alone suggests that the client sees his role as 
that of an applicant for a loan. Moving down on the 
lefthand side, the worker agrees that the client perceives 
his role as that of an applicant for a loan. The right- 
hand boxes in this fourfold table for interview No. 1 
Suggest that the client perceives that the social worker's 
role is to give financial aid and that the social worker 
sees his role in a similar way. Thus, the upper lefthand 
quadrant in each of the interviews gives the client's 
perception of his own role; the lower righthand quadrant 
gives the worker's perception of his role. To the right, 
is a listing for each interview of our rating of the 
client's satisfaction at the end of the interview when 
seen by our researcher. The ratings are in terms of sat- 
isfaction: 


1 Not satisfied 

2 Satisfied 

3 Very satisfied 
To take two examples: 


In interview 13 there is general agreement by 
both the client and the worker that financial 
and personal problems bring the person to 

the interview. In other words, the role of 
the client is seen as that of seeking help for 
financial and personal problems. The worker's 
role is seen as that of giving financial aid 
and providing counselling service. 


In interview 16, conversely, the client comes 
with a feeling that his role is to obtain help 
with financial problems stemming from the fact 
that he is unemployed, while the worker views 
fhe €hient's perteption of the client's role 
as that of financial preblems due to persondl 
problems. The client sees the role of the 


worker as one of giving financial aid, where 
the worker sees the worker's role as that of 
giving both financial aid and counselling. 
Therefore, in none of the four role percep- 
tions is there complete: congruence and, as 
indicated by the rating of "1", the client 

is not satisfied at the end of the interview. 


Because of the financial limitations in conducting this 
research it was impossible to go to the added expense 


of developing inter-rater reliability indices for these 
ratings. 
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ROLE PERCEPTION OF WORKER AND CLIENT 
AFTER INTAKE INTERVIEW 


INTERVIEW TY PEyORe @ 
NUMBER PERCEPTION : 
i Client 

Worker 

l 
2 ; Client 
| Worker 


3 : Client | 


Financial Problems 
(Pregnancy) 
Financial Problems 

Pregnanc 


Financial Problems 


(Laid, Off) 
Worker Financial ProbJems 
(liga) OFF.) fi 
4 Client | Debts 
Worker Debts 
5 Ca aenir Delay in Welfare 
Cheque 
Worker | Delay in Welfare 
| Cheque 
6 Client | Financial + Per- 
sonal Problems 
Worker Financial onl 
7 ETLeie Unemployment 
Financial 
Worker Unemployment 
_ Financial 
9 Coren. Unemployment and 
Family Problems 
Worker {| Unemployment and 
; Family Problems 


Ce ay: 


| WORKER 


Financial 


Financial 


Financial 


Financial 


Partial Financial 
Aid 


Offiet at Task only 


Offi Tal’ Task ond 
Financial Aid 
Counselling. 
Financial Aid 


Financial Aid 


Financial Aid 


Financial Aid and 
Counselling 
[Financial Aid and 
Counselling ! 


OR Te Continued 


CLIENTS 


_| SATISEACTION 


: CLIENT'S 


, ISATIS- 
INTERVIEW] TYPE OF ' 
NUMBER IPERCEPTION CLIENT WORKER FACT LON 
10 i Cligw: Financial Problems ! Financial Aid Z 
Worker { Financial Problems j Financial Aid 
11 Client Financial Problems ae Aid | 2 
; (Pregnancy ) | 
Worker Financial Problems , Financial Aid | 


(Pregnancy ) 


12 Client Unemployment Probably Financial Aid 2 
Worker Unemployment Undecided 
UES | Client Financial and Financial Aid and 
Personal Problems Counselling 3 
(Pregnancy ) 
Worker Financial and 
Personal Problems Financial Aid and 
(Pregnanc Counselling 
14 Client Debts | Financial Aid 2 
Worker Debts + Financial Aid 
16 Client | Financial! Problems! Financial: Aid 1 
(Unemp loyment ) 
s Worker Financial and Financial Aid and 
( Personal Problems Counselling 
{ 
17 Client). Finaneseal) Problems | Fingsnediali Aid i 
Worker | Financial and Financial Aid and 
' Personal Problems Counselling 1 
18 Client Loan Financial Aid 2 
Worker  : Loan FinancialiAid 
20 | Client | Financial Problems | Financial! Aid 3 
| (bpriepsy) 
| Worker Financial and i 
; Personal Problems ! Financial Aid 
21 Client | Debts . Financial Aid ‘2 
Worker i Debts { Financial Aid 
Hag Client ‘ Financial Problems: Financial Aid Z 
Worker | Financial and : Financial Aid and 
Personal Problems | Counselling 
Se ee Continued 


CLIENT'S 
INTERVIEW} TYPE OF | | SATIS- 
NUMBER _'PERCEPTION CLIENT WORKER FACTION 


ncn EN ee ee ee 


: ( 

PASS | Client | Financia] Problem : Financial Aid | 2 
i { (unemp loyment) : { 
) Worker : 


Financial Problem Financial Aid 


H (unemp loyment) 
24 


Cizent | Financial Problem Financial Aid j 2 
due to illness 

Financial Problem 

due to illness 


Worker 


Financial Aid 


! 

' Financial Problem Financial Aid | 2 
| (small unemploy- 
i] 

| 


25 Client 
ment insurance) 
Financial Problem Financial Aid 
(small unemploy- 


Worker 
| ment insurance) 


26 Client | Financial Problem Financial 
(waiting for old 
age pension) 
| Financial Problem Financial Aid 
(waiting for old 


age pension) 


Worker 


27 Client Financial Problem Financial 2 
(unemployment) 
Worker Financial Problem 


unemployment) Financial 


Financial 
Financial 


Client 
Worker 


28 


Financial Problem | Financial Aid 
(end ot Pdrsab pia ty, 


Client 


, 
: pension) 
Worker | Financial Problem 


Financial Aid 


(end of disability 


INDEX: | 
i. = Notusatisfied 
Z = ‘Satisfied 
pies = Vely «Satis tied.) 
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